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The Credit Bureau | 


There is a Credit Bureau in | 


| which you pay your bills. Its | 

files are open to every credit | 
granter. 

As a coo erating member | 

| we furnish the Bureau a list | 


it may affect your credit 
record. 


Guard your credit 
i. all bills Be. yg neil 


This CREDIT BUREAU sticker 
carries an excellent educational 
message and should be used on 
accounts more than 60 days past 
due. Order from your local 
Credit Bureau or National Office. 


Only $250 2 thousand 


er 
National Retail Credit Association 
Shell Building St. Louis 3, Mo. 


Less credit risk... 


with Rand MNally 


s{Ufolo(=tm Q@ole] oLol ae stole) 4: 


Your customers, too, appreciate the con- 
venience of the controlled credit Rand 
M¢Nally Budget Coupon Books provide. 
And for you, this coupon book purchasing 
system will protect your credit risk... 
simplify and reduce to a minimum the 
expense and detail of your credit depart- 
ment operation. Let us tell you more about 
this low-cost system of controlled credit. 
WRITE TODAY FOR DETAILS TO: 
RAND MSNALLY & COMPANY 
Dept. CW-28 
536 S. Clark St., Chicago 5 
111 Eighth Ave., New York 11 
619 Mission St., San Francisco 5 


RAND M‘NALLY 
Budget Coupon Books 
Established 1856 
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HAS SWITCHED TO STREAMLINED CYCLE BILLING 





A Complete System, Designed and 
Installed By Remington Rand... 
Includes Visible Unified Credit-Collec- 
tion Records ... Billing Machines... 


and Film-a-record Equipment 


Although Miller & Rhoads of Richmond, Virginia, was 
among the first of America’s larger retailers to recognize 
the all-around desirability of cycle billing, it was only 
after thorough study of all factors that they chose one 
particular system—Streamlined Cycle Billing, designed 
and installed by Remington Rand. Here’s a brief sum- 
mary of the advantages they expected—and are now 


getting: 


Better customer service through faster credit au- 
thorizations made directly from one complete unified, 
visible record affording split-second access to each ac- 


count — not only currént status but full history as well. 


Improved clerical procedures achieved by eliminat- 


ing needless duplication of records and by cutting out 


month-end peaks in billing. Work flow is smoother 


Leveling out of remittances throughout the month 
for easier handling of mail payments and better service 
to customers paying their bills in person. 


Handling increased volume and a larger number of 
accounts without a proportionate increase in operating 


costs. 


Closer control of collections made possible by faster, 
more frequent review of accounts facilitated by Graph- 


A-Matic signals that show account status at a glance 


Saving in equipment because fewer billing machines 
are now required and fewer filing cabinets. Sales slips 
and other media copied by Remington Rand Film« 
record occupy only about one-sixtieth the space that the 
originals would require, yet are quickly accessible for 


reference at any time. 


Another factor that influenced Miller & Rhoads 
choice of system was Remington Rand installation 
service. Remington Rand specialists took over full re 
sponsibility for transcribing credit and collection data 
from the old records and setting up the new records if 
Cycle-Matic. There was no need for Miller & Rhoads 
to recruit and train temporary help for this purpose 





Read M & R’s FULL PROCEDURE IN THIS FREE BOOKLET 








A sectio 
Each gir 


as regar 


Phone our nearest office or write today for free 16-page booklet, 
complete with illustrations, flow chart and other data describing 
Miller & Rhoads’ streamlined cycle billing procedure in detail. 
Compare it with your present system and see how easily you can 
obtain the same benefits. Retail Stores Department, Remington 
Rand, 315 Fourth Avenue, New York 10. 
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A section of Miller & Rhoads’ Customers Accounts Department. 


Each girl handles two Cycle-Matic desks (as many as 5200 accounts) 
as regards credit authorizations, filing media, setting Graph-A- 


Matic signals, handling mis-sorts, collating statements and media 
with accounts prior to billing, sending routine collection notices 


achines and completing credit reports...all on a 5-day, 40-hour work week. 


es slips 
Film-e 
hat the 


Rhoads 
illation 
full re 
yn. data 
ords if 
Rhoads 


Urpose, 


Typical of the reduction in machine work load due to cycling is 
the fact that M & R now handles all billing on seven Remington 
Rand Cycle Billing Machines, one of which is a spare. Previously 
they used fifteen machines and for a smaller volume of accounts. 


The young lady at the right is running media through a Film-a- 
record machine for reduction to micro size; the other is preparing 
to view filmed media, in full size, in a Film-a-record Reader. Film 
rolls are stored in boxes filed by control number and cycle date. 


CALL FOR STREAMLINED CYCLE BILLING 


One Source and One Responsibility...To Bring You Top Results 
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Credit Department Expense 


Norman Bramley, Neiman-Marcus Company, Dallas, Texas 


Ey= OF THE most popular subjects in time 
of war is what steps are to be taken for the 
defense of the nation. A subject of greatest in- 
terest during times of peace is the maintenance of 
that peace. We all know that underlying the peace 
of the world is a balanced economy whereby all 
people share in the wealth of the world. We have 
now entered in the period of transition following 
a war and all businessmen and all people turn 
their attention to the balancing of their economy 
as a nation and sooner or later the balancing of the 
economy of the individual. 

I know all of you in making your contribution 
to a more balanced economy are most interested in 
the maintenance of this economy and the financial 
balance of your own individual businesses during 
this difficult period of transition. 

During the war, with excess profits taxes aggregating 
over 70 per cent, the principal problem was to get the 
job done. The expense involved was secondary. How- 
ever, today we find that the reckless spending and the 
attitude toward spending during the war could not pos- 
sibly be continued by any corporation or individual. 

In every large corporation one person is usually desig- 
nated as the individual responsible for the reduction of 
expense. This may be an expense controller, a budget 
controller, or a committee. In our store, as in most retail 
stores, the controller is charged with the responsibility of 
balancing the financial budget. 


____The greatest contribution any individual responsible for 


the balancing of financial budget can make is to sell the 
principle of expense control to the various key employees 
in the organization who ultimately spend, or become re- 
sponsible for spending. ‘This understanding of the prob- 
lem may be accomplished by having everyone in the 
organization responsible for spending or making any 
expense commitments as nearly familiar with the overall 
problem as the controller himself. 

As a method cf informing the various spending indi- 
viduals in our store, a special meeting was called and a 
review of the current trends was discussed with every- 
one. A survey made by the Controller’s Congress of 
N.R.D.G.A. of the trends shown in 128 retail stores 
was presented to these key employees. This information 
contained the following facts: 
months of 1947 markdowns in retail stores were at a 
twelve year high, cash discounts were down and gross 
margin, in comparison with that of a year ago, was off 
nearly 10 per cent. ‘This survey also indicated that the 
operating expenses for the first six months of the current 
year showed an increase of over 10 per cent and the 
combination of these two negative trends resulted in a 
decrease in net profit before taxes of nearly 50 per cent 
in all of the average stores. There does not seem to be 
any need to go much further in indicating the importance 
of reversing these trends. The purpose of the meeting 
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During the first six. 


was, of course, to reverse the expense trend. It was then 
suggested that the next most important factor in control- 
ling expenses and maintaining a balanced expenditure is 
through intelligent planning in advance. Accordingly, 
it was deemed advisable to take considerable time to 
analyze in detail all of the expenditures made in the 
previous year corresponding to the period just approach 
ing. These analyses were prepared as a guide in preparing 
a budget for the future. In the preparation of any 
planned budget, it is most essential to give consideration 
to intelligent spending primarily rather than the elimina. 


tion of expenses generally. Since an intelligent, or wise, 


~~ 


spending policy may result ultimately in greater profits 
while any “pinch penny” deduction in expenditure, would 
result in a sacrifice of efficiency, service, appearance or 
may in some way decrease the effectiveness of the service 
for which that corporation was created. In planning any 
budget, it is believed that the following questions should 
be answered: 


1. Is the expense absolutely necessary and consistent 
with a balanced operation? 


2. Will a change in method eliminate the expense? 

3. Will a smaller commitment avoid loss in the event 
of a subsequent decline in price? 

4. Can the expenditure be deferred? 

5. Is the expense a duplication of something already 
available in another department? _ , 

6. Obtain full advantage of cash and quantity dis 
counts, and 

7. Wherever possible obtain at least three competitive 


bids before making a commitment. 


After establishing and reviewing the plan of expendi 
ture, methods should be originated to control or to notify 
the individual responsible for the control automatically 
when this plan becomes endangered through a velocity of 
spending higher than budgeted. One method which can 
be followed in larger corporations is to require all em 
ployees responsible for making any commitments of any 
nature, over a practical amount, to prepare all orders in 
writing in advance of the commitments and provide @ 
system whereby they will be approved by a_ budget 
clerical and recorded in a budget book before the expendi 
ture is made. 

Decisions Regarding Budget 

When the total of the expenses are accumulated to the 
point where it is obvious that the budget will be exceeded, 
attention should be called by the budget clerk to the 
person responsible; whereupon a decision must be made 
as to whether the budget should be increased or the 
expenditure stopped. This determination may be made by 
an individual or a committee appointed by the manage 
ment, depending upon the type of organization. A com 
mittee of this nature may also approve any increases if 
number of employees, increases in salary or expendituré 
for unusual expenses and expenditures for fixed assets 

There are several approaches to budget planning; om 
may be to take the highest individual type of expens 
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and establish a standard with the object of bringing this 
particular type of expense into line. For instance, in the 
retail business, approximately 50 per cent of the total 
operating expenses consist of salaries. Since this is the 
largest individual type of spending, closer control, greater 
analysis and a greater effort may be placed on its proper 
balance. ‘Thinking, with respect to pay roll, today is far 
different than the approach in former years. It would 
appear quite certain that a reduction of pay roll cannot be 
made by a reduction of salaries. This reduction in pay-roll 
expense must be met through increased efficiency of the 
individual. This increased efficiency can be brought 
about through training, through the maintenance of higher 
production standards, through incentive plans, through 
the use of machinery and adoption of new methods that 
will result in the least loss of energy and time of the em- 
ployee and produce the maximum results required. In a 
large corporation this can also be done in various ways. 
Job analysis may be undertaken by the various supervisors 
within the department. Employees themselves may par- 
take in this analysis if proper credit and consideration is 
given to each employee that contributes to a greater 
eficiency and a higher standard of production. It will 
probably surprise you to realize how efficient a department 
can become today by simply requiring higher standards, 
as compared with the mediocrity and lower standards 
accepted during wartime. Incentives may be produced 
by means of charts displayed on the walls of an office, 
showing the comparative production or the comparative 
degree of efficiency measured in some common denom- 
inator. Prizes may be given for the top honors, a day off, 
or other means of incentive may be used. Another method 
that may be found most productive can be used when an 
individual in a group doing the same type of work sud- 
denly leaves the organization. For instance, five comp- 
tometer operators are working together on a certain job 
and the fifth leaves. Can this work be done by the four 
remaining operators? Give them a chance to try. If 
successful, the remaining operators have increased their 
dliciency and warrant a corresponding increase in income. 
The over-all result is to create a greater efficiency in the 
organization and a corresponding reduction in expense 
a well as a greater employee satisfaction. 


Comparison of Expenses 


Another approach to the problem of budgeting would 
be to make a comparison of the detailed expenses for the 
current period be they quarterly, semi-annually, or an- 
nually with those of the same period of the previous year. 
Another approach would be to compare the current ex- 
penses with those corresponding to other industries of a 
like nature. Particular advantages are enjoyed in this 
latter connection, in the retail trade, due to the exchange 
of information and compiling of it by the Controllers’ 
Congress as well as the Harvard University Graduate 
School of Business. 


By far the most important single factor in establishing 
any budget or plan is the determination of the volume 
required during the period under which the plan is to 
operate. It is obvious that if the sales are planned too 
high or the production expected is planned too high, that 
the expenses themselves will be too high. On the other 
hand, if a too conservative attitude is taken toward the 
planned sales or planned production requirements, then it 


is obvious that complete servicing and complete efficiency, 
in order to handle this volume of sales or production will 
be lacking and, as the result of a too restricted budget, 
efficient force will not be placed behind the selling or 
production organization. The greatest mistake can be 
made by overstating the expense and overstating the sales. 
I have always found it much easier to increase expenses 
than to decrease them. Up to the present time, we all 
know the difficulty our own United States Government 
has had in reducing expenses. I cannot remember a single 
year when a completely satisfactory reduction has been 
made. In connection with expense reduction in the Credit 
Office, there would be an additional spending whereby a 
balanced collection procedure is established to provide 
some off-set to the continuously mounting credit out- 
standing. 

Whether an organization is large or small, simplicity 
of movement and simplicity of method and simplicity of 
system is most essential. The smaller corporation, sole 
proprietor or Doctor will be most interested in simplicity. 
Everyone will agree that that system which is most easily 
understood by the individual and which takes the least 
time to operate will be found to be the most satisfactory. 
Some years ago a doctor asked «me to install a system so 
that he would have all of the necessary divisions of ex- 
penses and receipts that a good physician ‘should have. 
At that time, he understood his business completely by 
simply recording what he received and what he spent 
under a heading which he himself understood. He indi- 
cated what was owed to him by simply writing the name 
of the patient and the amount owed and his secretary 
billed the various patients at the end of each month. A 
minimum amount of time was required on the part of the 
secretary as well as the physician. However, this physi- 


_cian was not satisfied that the system was adequate and 


eventually someone else was employed to install a system. 
At the end of six months, under the new system, which 
was a regular double entry set of bookkeeping, having con- 
trolling accounts, debits and credits, provision for de- 
preciation and all the necessary requirements that are 
ordinarily found in large corporations, resulted in the 
doctor spending most of his time trying to figure out what 
each account meant and the secretary spending most of 
her time trying to keep up with making all the entries 
necessary. This system had all the information, it is true, 
but the doctor did not understand it. The obvious answer 
to such a problem is to throw out all your system and 
provide something that is adequate and something that 
would be satisfactory to the tax department upon in- 
vestigation, and by all means something that is under- 
stood by the individual who is supposed to understand it. 
Changes in methods, systems and machines should be 
explored to the fullest possible extent. In the retail 
store, the greatest contribution to a reduction of expense 
in the credit office and the accounts receivable office has 
been the introduction of cycle billing. This adoption of the 
method followed by the utility companies for many years 
has resulted in leveling out the peaks which were regularly 
incurred at the end of the month in the billing operation, 
and credit office as well as the 10th of the month in the 
Cashier’s and Adjustment divisions. This change in 
method has not only warranted the considerable expendi- 
ture involved in equipment in getting it started but will 
(Turn to “Credit Expense,” page 25.) 
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Your Rights of Review When the Government 


Questions Your Income Tax Return 


Finance and Tax Division, Department of Commerce, Washington, D. C. 


HEN YOU FILE your income tax return, 
you have made your own assessment of the 
amount of tax you owe the Government. But your 
tax liability is not really determined until your 
return has been examined. As a general rule the 
law gives the Government 3 years in which to 
question your return. There are important ex- 
ceptions to this, however. For example, if you 
have filed a fradulent return or if you failed to 
file a return, action can be taken regardless of how 
much time has elapsed. If you omit an item of 
gross income from your return which is more than 
25 per cent of the total, the Government has 5 
years in which to move against you. 
Errors in Arithmetic 
If the Government finds that you made a mistake in 
arithmetic in your tax return, a correction is made and 
you will receive a notice of the action. You will also 
receive either a refund or a bill for the additional 
amount due, depending on whether you calculated ,too 
much or too little tax. 
appeal, or ask for a court review of this kind of action 
because the arithmetic of computing the amount of tax 
is not subject to question. 


You have no right to challenge, 


A Tax Deficiency 


After your return has been corrected for errors in 
arithmetic, it will be examined for other defects. For 
example, if you reported salary income in your tax return, 
the amount will be checked against the salary reported in 
your firm’s withholding tax return on Form W-2. If 
your income is a share of the earnings of a partnership, 
the amount which you report will be checked against the 











AS AN OWNER or operator of a small business 
with the firm belief that you have made an honest 
and complete income tax return, you are doubtless 
somewhat shocked if you receive a letter from the 
Government stating that your income tax return has 
been found deficient. If you have already reinvested 
nearly all your income in the business, as small firms 
frequently do because of the difficulty of securing 
funds from outside sources, this unexpected tax lia- 
bility may loom as a real threat to your solvency. As 
a small firm you may not have felt able to afford 
technical accounting or legal advice in preparing your 
tax return. Naturally, therefore, you may hesitate to set 
your judgment against that of the Federal Government 
by contesting this claim. However, tax litigation is 
not necessarily reserved for large corporations, who 
can afford high priced accountants and attorneys. 
The U. S. Bureau of Internal Revenue, which adminis- 
ters the income tax law, has established simple proce- 
dures and assigned special personnel for reviewing the 
income tax cases of all taxpayers large and small. The 
law gives each taxpayer a right to carry his own case 
into a special tax court for a review of the Govern- 
ment’s decision. This non-technical explanation of 
the remedies open to you when the Government ques- 
tions your tax return is designed to assist you in meet- 
ing a problem which is specially perplexing to small 
firms.—ED. 


————E— SSS 
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amount shown in the Partnership Return of Income, 
Form 1065, which the firm was required to file. Like- 
wise, if you received a dividend, the amount that you 
report will be checked against the amount shown on 
Form 1099 filed by the corporation with the Bureau 
of Internal Revenue. 

Most of the questions concerning the adequacy of a 
return arise in connection with the interpretation of the 
law and regulations applied to your own situation. ‘The 
items that should be included as gross income and those 
that can be deducted from gross income in computing 
taxable income are set forth in considerable detail in the 
law and in the regulations which the Bureau of Internal 
Revenue issues under the law. But this mass of rules 
must be applied to the facts of each taxpayer’s trans- 
actions. It is quite possible, therefore, that the Govern- 
ment may find that you have not treated certain items 
properly and that, as a result, your tax should have been 
larger than you computed. This difference between the 
amount of tax which you computed in your return and 
the amount computed by the Government, is called a 
deficiency. 

In many cases where the question of a possible deficiency 
arises, you have failed to supply enough facts with your 
return to support your figures. It is extremely important 
to fill out in detail the supporting schedules of the tax 
return which apply to your case. If there is insufficient 
space provided in the form, you should provide your own 
tables or statements. 

When necessary, the Bureau of Internal Revenue can 
call upon you to bring your books and records to its 
local office for examination, or may have one of its agents 
conduct such an examination at your premises. 

The Bureau of Internal Revenue has given much study 
to the problem of reviewing income tax returns and of 
handling individual cases in a manner which will give 
every taxpayer a chance to present his side of any ques 
tion that is raised on his return. In this connection, the 
Bureau has adopted the practice of holding hearings on 
taxpayers’ cases in district offices throughout the country. 
The Bureau has also established definite procedures and 
assigned special personnel for these hearings. 


Courses of Action When You are Notified 
that Your Return Is Deficient 

Tax returns thought to be incorrect are usually 
examined by an Internal Revenue Agent or Deputy Col- 
lector. Upon the conclusion of such examination, you 
will usually be given an opportunity to sign a Form 870, 
agreeing to the immediate assessment and collection of the 
deficiency.* 

If you do not agree with the deficiency proposed and 
decide not to accept it, you should not fill out Form 870. 
Instead, you can wait for a formal notice which will give 
you a specified period—usually 30 days—in which to 
file a protest against the proposed deficiency assessment. 


*In some cases Collector’s Waiver Form 903 is used instead 
of Form 870. 
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With this so-called 30 day letter, there will be a report 
of the Examiner giving the basis for the finding of 
deficiency. A copy of Form 870 will also usually be 
included for you to fill out in case you have changed 
your mind and wish to accept the assessment. In an old 
case on which the statute of limitations is running out, 
you will be given less than 30 days’ notice. 

If you wish to have a hearing before the Internal 
Revenue Agent in Charge, you must file a protest within 
the specified time. If you do not file a protest, you can 
wait for a final deficiency notice which will give you 
90 days in which to petition the Tax Court of the United 
States for a redetermination of your deficiency. 


Protest 

Before filing a protest, you should be reasonably sure 
that you have a good case. If the amount in question 
is sufficiently large, it may be advisable to consult your 
attorney or accountant. Should you decide to have either 
of these persons represent you in the matter, it will be 
necessary for you to give him a power of attorney, in 
accordance with the Conference and Practice Require- 
ments of the Bureau, authorizing him so to represent 
you. A sufficient number of copies of this document 
should be made so that one may be attached to the return 
for each tax year under consideration. 

Although the protest does not have to be in any pre- 
scribed form, it must contain certain definite information. 
It should be executed in triplicate, under oath, and should 
state the grounds for the exceptions taken. 


Hearing Before Internal Revenue 
Agent in Charge 
If you file a protest, you will be granted a hearing 
before the Revenue Agent in Charge or his representative. 
The hearing will be held in the nearest local office of the 
Bureau of Internal Revenue. The hearing is informal 
and involves no technical procedure. The decision will be 
reached on the basis of the examiner’s report, the evidence 
that you presented in your protest, and any additional 
facts which you may bring out in the course of the hearing. 
At the conclusion of the hearing, it may be decided 
that the deficiency was as great as claimed by the ex- 
aminer, less than he found, or that there was no de- 
ficiency at all. In some cases the deficiency may be found 
greater than first claimed by the examiner. If you are 
not satisfied with the outcome of the hearing you do not 
have to accept the decision reached. You may ask for 
a hearing by the Technical Staff of the Bureau of Internal 
Revenue, or you may wait for a formal deficiency notice 
provided for in the law. As previously mentioned, this 
notice—called a 90-day letter—will give you 90 days 
within which to petition for a redetermination by the 
Tax Court. If you decide to pay the deficiency and not 
file a petition for redetermination with the Tax Court 
but later are of the opinion you were in error in paying 
such deficiency, you may file a claim for a refund pro- 
vided you have not entered into a closing agreement with 
the Bureau. If the claim is not allowed, you may then 
fle a suit for recovery of the tax paid with the U. S. 
Court of Claims or the U. S. District Court. 


Hearing Before the Technical Staff 
The Technical Staff is composed of specialists in the 
Bureau of Internal Revenue who are assigned to review 








cases of disagreement between taxpayers and Internal 
Revenue Agents in Charge, either before or after issuance 
of a 90-day letter. The chief purpose of these hearings 
is to settle tax cases out of court. The Technical Staff 
is authorized to consider the issues in controversy in these 
cases and attempt to negotiate mutually satisfactory settle- 
ments. By doing this, the Bureau is expediting the 
administration of the tax laws, increasing the efficiency 
of the revenue system, and minimizing the difficulties of 
the taxpayer. 

A hearing before the Technical Staff usually will not 
be granted until after you have had a hearing before the 
agent in charge. These hearings, too, are informal. 

If the hearing before the Technical Staff is held prior 
to issuance of the 90-day letter and you are unable to 
reach an agreement with the Government as to the 
amount of your tax deficiency, you will be formally noti- 
fied of the deficiency in a 90-day letter by registered mail. 


The 90-Day Letter 


When you receive a 90-day letter or formal statutory 
notice of an accessment of a deficiency on your tax return, 
you have 90 days in which to petition the Tax Court of 
the United States for a review of your case. The de- 
ficiency in tax will not be collected during this 90-day 
period except in an unusual case when the Government 
believes that its interests would be endangered by wait- 
ing or when you are involved in bankruptcy proceedings. 

With the 90-day letter, as with the 30-day letter, you 
will receive a statement giving the reasons for the finding 
of deficiency. You will also receive a copy of Form 870 
to sign and file with the office that mailed you the letter 
in case you agree to pay the deficiency. 

Petition to the Tax Court 

The Tax Court is an independent agency not connected 
with the Bureau of Internal Revenue. The Court can 
hear only cases involving deficiencies in tax of which the 
taxpayers have been notified by 90-day letters. 

Your petition to the Tax Court must be filed within 
the 90-day period set forth in your deficiency notice. 
Before preparing the petition you should obtain from the 
Court instructions as to proper form and content of this 
document. The petition should be accompanied by a 
request that the hearing on the. case be held at the par- 
ticular one of the 53 Tax Court cities which is most 
convenient to your place of residence. 

A copy of the petition will be served on the Commis- 
sioner of Internal Revenue who has 60. days in which to 
file an answer. The Answer of the Commissioner must 
indicate to the petitioner and the Court the nature of the 
defense. It must deal with each issue and fact referred 
to by the petitioner, but it need not be limited to them. 
The Commissioner may raise new issues not included in 
the deficiency notice. 

If the Commissioner raises new issues, you have 45 
days after the mailing of his answer in which to file a 
reply. Your reply, which must’be submitted in original 
and four copies, must specifically affirm or deny each 
material allegation of fact respecting the issues in the 
Commissioner’s answer, and must set forth the facts which 
you rely on for defense. This reply may become ex- 
tremely important for the outcome of the case. If you 
fail to reply adequately to the new issues raised in the 
(Turn to “Income Tax Returns,’”’ page 25.) 
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letter word called sact. 


Putting the Tact in Contact—By Mail* 


W. H. BUTTERFIELD 


NE OF THE most important factors in cus- 


tomer relations boils down to a little four- 
Webster defines it as 


“ability to deal with others without giving offense.” 


In your personal, 


face-to-face contacts with 


others, you rely constantly on facial expression, 
gestures, and vocal inflection to impart the right 
shade of meaning to your words. A smile, a pause, 
or even a shrug can assure the intended interpre- 
tation of a statement that might otherwise be 
misunderstood. 

But when you write a letter, your words must-stand 


alone. 
the way to correct interpretation. 


There are no supplementary guideposts pointing 
In a letter tact is the 


absence of anything that might offend a sensitive reader. 


Or, as Howard W. Newton puts it, 


“Tact is the-knack 


of making a point without makingan enemy.” 


The man who dictated the following sentence in reply 
to a customer’s request was poorly equipped for public 


relations work: 


“We know these scales were in perfect 


adjustment when you purchased them from us, so they 
must have received pretty rough treatment if they are in 


the condition you claim.” 


This statement not only im- 


plies that the customer has been stupid enough to abuse 
a delicate instrument, but virtually accuses him of mis- 


representing the facts. 


Probably the talents of its writer 


are better suited to a riveting machine than a dictaphone. 
Someone with a feeling for words and their connotations 


might have dictated: 


“Since the scales were inspected 


just before they left the store, and were found to be in 


perfect adjustment, 


perhaps they have sustained some 


shock or sudden impact of which you are unaware.” 


Often the customer weakens his own position in re- 


questing the adjustment of his claim. 
for example: 


Take this sentence, 
“Unless you repair this defect without 


charge, you will receive no more of my business.” The 
fellow who swings a club is admitting a lack of con- 


fidence in his position. 


He is also saying, in effect, that 


the other fellow won’t play fair unless force is exerted. 
Adjusters are human, too, and any normal human being 
will react more favorably to a statement that credits him 


with fairmindedness, like this: 


“T know from experience 


as a Blank customer that I can depend upon your prompt 
co-operation.” 


Of all types of correspondence, collection_letters_prob- 


ably reveal the greatest deficiency in_tact. 


Recently a 


department store tost the patronage of a charge customer 


because of this short sentence: 
rant of our credit terms.” 
idea if the letter had been addressed to you? 


“Perhaps you are igno- 
How would youw react to this 


Do you like 


to be called ignorant? 
If the collection department had suggested that ‘Per- 
haps there has been some misunderstanding about our 


credit terms,” 


all would have been well. It always takes 


*Reprinted, with minor adaptations, from the author’s article 


of the same title which appeared originally 
INK. Courtesy of the Printers’ Ink Publishing Co., 


in PRINTERS’ 
Inc., New 


York, N. Y 
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lessness in letter writing—negative, 
carry 
letter is entirely free from objectionable words, and yet 
‘the arrangement of its content results in a conspicuous 
lack of tact. 


two to create a misunderstanding; hence this word im- 
plies an equal responsibility on the part of the store. 


Probably the world’s champion in the use of tactless, 


Dear Mr. Blank: 

Possibly your failure to make prompt payments on 
your account has been due to mere neglect or over- 
sight on your part. Or perhaps your understanding of 
our installment terms is in error. 

Whatever the trouble may be, your delinquency has 
now reached the point where we must insist that your 
payments be brought up to date without further delay. 
Kindly call at this office within the next three days. 

You will find that we do not hold past mistakes 
against you, and that we want to avoid steps which will 
humiliate and embarrass you. 

Yours truly, 


unfortunate words is the man who wrote this collection 
letter: 


A procession of words like failure, neglect, oversight, 


error, trouble, delinquency, insist, mistakes, humiliate, and 
embarrass will make any reader bristle with irritation. 
So will expressions like you claim, your complaint, and 
your contention, which carry the unmistakable implica- 
tion that the customer is either dishonest or unreasonable. 


Thus far we have considered only one source of tact- 


unpleasant suggestions. Sometimes, however, 


Here is an amusing example: 


Dear Mr. Davenport: 

You are invited to be one of the speakers at our 
Memorial Day ceremony. The program will include a 
talk by the Mayor, recitation of Lincoln’s Gettysburg 
Address by a high school student, your speech, and then 
the firing squad. 

Your very truly, 


blunt words that 


There are also times when a do-or-die determination 


Dear Mr. Butterworth: 

Your check has been returned to 
marked “deceased.” 

We are sure that this condition is unintentional, 
is due to a mere oversight on your part. 
it at your earliest convenience. 


us by the bank, 
and 
Please correct 


Very truly yours, 
One young correspondent, 


Dear Sir: 

I was interested to note in yesterday’s paper the 
successful ending of the big drive in behalf of Metrop- 
olis College. This is truly a remarkable achievement 
and one which will mean much to the youth of our land. 

Knowing that a son of yours entered Metropolis last 
fall, I had a special interest in this news item. I 
sincerely compliment you upon selecting for your boy 
a college which has such splendid prospects, and I am 
sure you will be repaid many times over for your far- 
seeing efforts in behalf of his future, which we can well 
say is already assured. 

By the way, I notice there is a little bill of $50 which 
is considerably past due. Doubtless it has been over- 
looked. May we have your check by return mail? 
Thanks. 

Yours very truly, 


/ to be tactful leads a letter writer into difficulty, making 
his message either ridiculous or -irritating. 
days after the accidental death of the late Charles Butter- 
worth, the following letter was mailed to the comedian. 
Eventually it reached the administrator of his estate: 


Some ten 


fully impressed with the 
importance of a tactful approach, wrote the following 
letter to a long-time customer of his firm: 
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Annual Credit Survey 


TOTAL CONSUMER CREDIT in the United 
States had passed the 13 billion dollar mark by the end 
of 1947, an increase of approximately 3 billion dollars 
during that calendar year. Credit extended by the retail 
stores of the country has an important bearing on the trend 
of consumer expenditures and as the volume of consumer 
credit outstanding expands, it is only natural that retailers 
show an increasing amount of interest in data on retail 
credit sales and loss and delinquency experience. 

For this reason, it is expected that the results of the 
annual Retail Credit Survey of the Federal Reserve 
System will attract added attention for the light they will 
shed on developments in this field during 1947. Schedules 
covering operations in nine different types of retail busi- 
ness will be distributed in late January or February by 
each of the twelve Federal Reserve Banks. 

The success of these Surveys has been largely due to 
the excellent cooperation of individual stores in providing 
information on their operations. Nearly 6,500 retailers 
participated in last year’s Survey. 

The report forms for the 1947 Survey have been sim- 
plified and the data requested are all readily available 
from the operating records customarily maintained by 
retail stores. An important innovation in this year’s 
schedule is the fact that, for the first time, information 
will be obtained by the System on the performance record 
of credit customers. At the suggestion of operating 





Back came this prompt reply from the customer: 


Gentlemen: 

I have your letter of the 14th, dictated by one “A. 
Jones,” whom I would not know from a bale of hay if 
I saw him. Just why he should concern himself with 
my personal affairs is a mystery to me. If he has any 
of his own, I would advise him to attend to them. 

I am enclosing my check, which was made out and 
in the outgoing mail when his letter was received. I 
would have sent it before, but I had to go to this pin- 
headed college to get my fool son out of jail. I don’t 
feel as certain as you do about his future, not by a 
long shot. The endowment he and that college both 
need is brains. In fact, I would not be surprised if 
that were your trouble. 

Take a good look at the check, because it is the last 
one you will get from me until your interest in my 
personal affairs subsides. 

Yours very truly, 

To write tactful letters, one must know (1) what not 
to say at all, and (2) how to say what should be said. 
This combination of requirements calls for good judg- 
ment which, in turn, is acquired through intelligence, ex- 
perience in dealing with people, and practice in writing. 
Perhaps this analysis explains why tact is such a rare vir- 
tue in the mine run of business letters. 

Though never conspicuous, the subtle quality of tact 
plays a vital part in good customer relations by mail. 
Tact, admittedly, is intangible; its cash value can be 
measured only by losses resulting from its absence. But 
this little four-letter word often spells the difference be- 
tween customer and ex-customer—the difference between 
alive account and a dead one. 

So let’s remember, as we write our letters: 


T he human specie must be handled with care; 

A lways be courteous, friendly, and fair. 

C onsider the customer’s point of view— 

T reat him as you’d want HIMtotreat YOU. *** 





executives in the retail trades, an effort is being made to 
determine the net losses from bad debts incurred during 
the year. Respondents are being asked to report the 
amounts charged off on both charge and instalment 
accounts. Other items to be reported include the volume 
of cash, charge account, and instalment sales made during 
the year; the amount outstanding on charge and instal- 
ment accounts at the end of the year; and an indication 
of year-end inventories. 

As indicated previously, the study will cover nine kinds 
of retail business. Specifically, these include. (1) auto- 
mobile dealers, (2) automobile tire and accessory stores, 
(3) department stores, (4) furniture stores, (5) hard- 
ware stores, (6) household appliance stores, (7) jewelry 
stores, (8) men’s clothing stores, and (9) women’s 
apparel stores. Every retailer transacting some business 
on credit in one of the fields listed above is eligible and 
welcome to participate. Every report received will be 
treated as confidential information. 

A summary of the Retail Credit Survey in each Federal 
Reserve District will be published by the various Federal 
Reserve Banks as quickly as tabulations can be made. 
In addition, a nation-wide summary will be published 
in the Federal Reserve Bulletin. A copy of the complete 
report containing separate analyses of each of the nine 
trade groups, will be made available to all who furnish 
data for the study. To bring the statistics even closer 
to the operations of individual stores, city summaries will 
be published by trade groups where the number of re- 
sponses in a given area is sufficient to preserve the 
anonymity of the reporting stores. wk 


For the first time in a long time 
something NEW in Collection 
Letters. 


Your Reply-O Collection Letter will: 
get the customer’s attention 
bring back payment 





Samples of letters used by other 
stores for this purpose right now 
will be sent on your request. 









What Are 
Your Needs? 











Write to: THE REPLY-O PRODUCTS CO. 150 West 22 St, WY. 11 
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Musings of an OH ye 


CREDIT MANAGEMENT AS A CAREER 


Leonard Berry 


Credit Manager, B. Forman Company 
Rochester, New York 


ROM THE VANTAGE point of a quarter 

century of credit experience, the spirit moves 
me to reminisce, ruminate, and philosophize on 
our cherished credit profession, and some of its 
interesting aspects. As Credit Managers, we are 
oftentimes called upon to counsel and advise 
young people who are considering what career to 
follow. Indeed, many of us have the responsi- 
bility of selecting and hiring personnel for our 
departments. It is, therefore, pertinent to ask 
ourselves, “Have we found the credit game to be 
profitable, interesting, and challenging and can 
we honestly recommend it for those who follow 
in our footsteps and who look to us for intelligent 
and helpful advice?” It is so important to get 
started right and we owe the youngsters the bene- 
fit of our experience. 

The broad field of retailing in general appeals to me 
as being a satisfactory arena in which to spend one’s busi- 
Unless a man be specifically inclined by 
bent, education, or tradition to an established profession 


ness career. 


he turns to business for his living and among the many 
businesses which make up our economy, that of retailing 
is an important and a fascinating one, and often, a lucra- 
tive one. 

It is probably true to say that there will always be 
stores as tony as there are-humans-——-s igh or 
low degree, purveying luxuries or necessities, things of 
glamour, things of utility, apparel that brings to the man 
and woman that sense of well-being, of being properly 
and appropriately garbed, and things to make the home 
beautiful. Yes, there will always be stores and there 
will always be retailers and, it is safe to add, Credit 
Managers. 

Within the store there are usually four main divisions: 


Merchandising 
Publicity 

Control and Finance 
Store Management 


Within these four main divisions are several depart- 
ments. 


LEONARD BERRY has written three 
thought provoking articles for exclusive use in 
The CREDIT WORLD. The first, entitled 
‘Credit Changes Over The Years,’’ appeared 
in the December issue. The third of the series 
‘‘The Pause That Refreshes,’’ will appear in 

' the March issue.—ED. 
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It has always seemed to me that retailing has to offer 
within its framework opportunities and possibilities for 
every kind or type of individual. Each division seems to 
require a particular type of person.. Thus the personnel 
problem is one of selection and one of direction, finding 
the right spot for the right person. A_ psychological 
analysis of the individual will yield valuable data and a 
reasonably accurate prediction can be made as to the 
probable success of an individual in a given division. 

I am chiefly concerned now with the Credit Depart- 
ment, a division of Finance and Control, and it has al- 
ways seemed to me that the Credit Department should 
look for a particular kind of individual—a particular pat- 
tern of emotion and attitudes 
to me along this line. 





and a few thoughts occur 


In the first place, it becomes immediately apparent 
that there are relatively few changes in the Credit De. 
partment personnel, particularly in its Management. It 
is common to find department store Credit Managers who 
have been on the same job fifteen, twenty, thirty and 
even forty years. Once a Credit Manager finds his 
niche, it is likely he will stay put, moving only when he 
becomes so experienced and qualified that solid induce- 
ments are offered him to broaden his field. 


Credit Manager Should Know His City 

There are many advantages arising from this fact. The 
Credit Manager should know his city thoroughly. He 
should know the economy of his city, the type of industry 
and commerce that makes the city tick. He should know 
its people. He should certainly know its topography and 
street names. All day long he is making decisions in 
rapid fire order involving the dollars of his firm. His 
“ves” or “no” will depend on the information given to 
him from the application card and all the myriad factors 
which enter into a credit analysis. Thus continuity and 
complete familiarity are important. He becomes it- 
creasingly valuable as his reservoir of knowledge fills up. 
Hence the young man who wants to settle down for 

a while and who takes to routine is likely to be more 
happy in a credit job. This seems to go with the analyti- 
cal mind and the sound and thoughtful appraising ability 
needed for credit work. As a credit executive he will be 
thoroughly sold on the principle of prompt and com- 
plete fulfillment of obligations including his own, Part 
of his job is to continually preach the doctrine of sound 
administration of finances, and to point out the permanent 
damage to a guod credit record by careless, slipshod ham 
dling of money. His own should be beyond reproach. 
He should be a realistic optimist, a searcher for perfec 
tion, but not unduly frustrated by imperfection. His dis 
position should be even and unruffled under pressuft 
Amiability and cordiality arising out of a genuine love fot 
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his fellow-man are important parts of his personality. 
Reliability, candor, and sane, clear thinking plus the 
ability to see beyond the present are essential. While 
versatility and agility in meeting different situations makes 
for successful handling of credit affairs, he must be firm 
and unvacillating in his adherence to his principles of right 
and wrong and maintain his integrity even though that 
may involve some stress in certain cases. This could be 
developed at greater length but enough has been said to 
indicate the broad outline of the make-up of a Credit 
Manager. 

Our young man, having decided upon retailing as a 
main arena for his business activities and the Credit 
Department as the inner arena, will find many advantages 
in Credit Management as a career. Continuity of posi- 
tion has been discussed but there are others. The Credit 
Manager becomes an important figure in Store Manage- 
ment. He is in close contact with other executives. His 
activities impinge upon the activities of all divisions. He 
is not segregated or shut up to a narrow little box. The 
entire store is his field because customers are his main 
preoccupation. 


Credit Manager on Executive Councils 

Usually the Credit Manager sits in on Management 
councils. His advice and comments are often invited. 
When major policies are being discussed, he will rank as 
a major executive with the responsibilities and the 
privileges that go with such a position. 

In his community he will be an important figure. 
Most likely he will be active in the local Credit Associa- 
tion. Chances are he will become its President. He will 
be known to and in contact with the important com- 
mercial figures of his city . industrjal managers, 
bankers, professional men, and the like. /He can be of 
immense value on the board of directors of many civic 
organizations. His knowledge of people, economics and 
finance makes him important to Community Chest drives 
and similar civic projects. Through his local affiliations 
he will become known nationally, as a member of the 
National Retail Credit Association, making friends in his 
profession in many cities. Credit men can say with 
justifiable pride, ‘No matter in what city I am, I am 
sure to have one or two friends who talk my language.” 
Should he seek National Association office, the honors are 
great, the satisfactions real and lasting. 

Yes, a good field, retailing, and a good division, the 
Credit Department. To those who are at the crossroads, 
wondering which way to turn, I suggest a visit to some 
of the leading Credit Managers of your or a near-by city. 
I am sure you will find a solid citizen doing a fine job 
of helping people to a better way of living through the 
wise and intelligent use of credit, that modern tool of 
economics. He will be glad to talk to you, frankly and 
objectively, and you will enjoy meeting him. J know, 
because I am acquainted with scores of such men from 
Coast to coast and am mighty proud of them. whe 
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Control of Consumer Credit (University of Penn- 
sylvania press, Philadelphia, Pa., 45 pages, $1.00.) This 
report contains the complete proceedings of a conference 
on the subject held several months ago under the auspices 
of the Wharton School of Finance of the University of 
Pennsylvania. Four prepared talks are included along 
with a panel discussion conducted by Professor Reavis 
Cox of the University of Pennsylvania. 

uw 





Nineteenth Annual Report of the Boston Con- 
ference on Distribution (Retail Trade Board, Boston 
Chamber of Commerce, 80 Federal St., Boston 10, Mass., 
90 pages, $3.75.) In this report of the outstanding na- 
tional forum on problems of distribution will be found the 
valuable papers contributed by eminent authorities in their 
fields. ‘This material is valuable to everyone interested 
in the economic forces affecting the business of distribution. 

Ly 

The Metropolitan Life (The Viking Press, New 
York, N. Y., 480 pages, $5.00.) This book, by Marquis 
James, was written at the invitation of the Company. He 
was given complete freedom and full access to facts which 
are due a responsible historian. He has produced an in- 
formative and independent book, fully documented at all 
points. It is a valuable contribution to American business 
history which heretofore has been almost unexplored. 

ay 

Trust Receipts (The Ronald Press Co., 15 E. 26th 
St., New York 10, N. Y., 198 pages, $4.00.) This book, 
by George B. McGowan, Vice-President, Corn Exchange 
Bank Trust Co., New York, is an attempt to supply the 
definite need in the financial community for a guide which 
will explain trust receipts to laymen in their own lan- 
guage. This book will also help those who do use trust 
receipts to promote sound and impartial legislation on 


the subject. 
W 


Advanced Accounting Problems and Solutions 
to Advanced Accounting Problems (Prentice-Hall, 
70 Fifth Ave., New York 11, N. Y., Problems, $5.00, 
300 pages, Solutions, $6.00, 569 pages.) This is the sec- 
ond edition of these two books. Most of the problems 
constituting the earlier edition have been redated and 
conformed to recent developments in accounting practice. 
Twenty-seven problems have been added resembling those 
given in CPA examinations by the American Institute of 
Accountants. 














34th Annual Business Conference 
The 34th Annual Business Conference of the National 
Retail Credit Association will be held at the Banff 


Springs Hotel, in the city of Banff, Alberta, Canada, 
Monday through Thursday, June 7, 8, 9, and 10, 1948. 
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National Membership Activities 
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SEVEN REGIONAL chairmen, 9 provincial chair- 
men,13 district chairmen, 48 state chairmen, 66 members 
of the advisory membership committee, together with 
hundreds of local chairmen are all carrying the ball for 
President Hugh Reagan and his goal of 25,000 members 


by May 25. 


Our membership as of January 22, stands at 22,045, 


only 2,955 to go to get 25,000. 


This is a net increase 


since June 1, 1947 of 886, therefore, during the remain- 
ing time of President Reagan’s proclamation on “New 
National Units” the entire membership should join hands 
with the membership committee, in order to accomplish 


this great step forward for our National Association. 


If you do not, as yet, have a credit unit in your city, 
join hands with the membership committee and your local 
bureau manager in organizing one so that your credit 
granters can keep abreast of the times. 
Harvey KINc, 
General Membership Committee. 


STANDING OF DISTRICTS BY STATES 


District No. 1 
Quebec, Canada 
Connecticut 
Maine 
Massachusetts 
New Hampshire 
Rhode Island 
Vermont 
Nova Scotia 
Total 


District No. 2 

New York 

New Jersey 
Total 


District No. 3 
Florida 
Georgia 
North Carolina 
South Carolina 
Cuba 

Total 


District No. 4 
Alabama 
Louisiana 
Mississippi 
Tennessee 
Total 


District No. 5 
Ohio 
Michigan 
Ontario, Canada 
Kentucky 

Total 


District No. 6 
Nebraska 
Iowa 
Minnesota 
North Dakota 
South Dakota 
Superior 


Manitoba, Canada 


Total 


District No. 7 
Arkansas 
Kansas 
Missouri 
Oklahoma 
Total 
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District No. 8 
Texas 


District No. 9 
Colorado 
New Mexico 
Utah 
Wyoming 
Total 


District No. 10 

Idaho 

Montana 

Oregon 

Washington 

Alaska 

Alberta, Canada 

British Columbia 

Saskatchewan 
Total 


District No. 11 
Arizona 
California 
Nevada 
Hawaii 

Total 


District No. 12 
Delaware 


District of Columbia 


Maryland 

Pennsylvania 

Virginia 

West Virginia 
Total 


District No. 13 
Illinois 
Indiana 
Wisconsin 
Total 


Foreign 

Australia 

England 

India 

South Africa 
Total 


Regular Members 
Associate Members 


Total 


CITIES REPORTING 25 or MORE NEW MEMBERS 


TAGs ND, TONS is sh ce min om teens teak le 
DI RT Shainin bins cronscptbicheisanedenmsccocaen ee eee 112 
Co a ee re at aes 95 
| ne eee ee reine ee ee 81 
EG POIIy  sekirte- 6 nin ing caiman pen eaapiieaaib isaac aa 74 
DIN ON Ge: acicnccniwenusnsnneinnmiaaimiataa ial 68 
BNE INN, dicen tins sinaesinecnscscanencctinnnersbaueeialibergiae mmigiadhaianaen 67 
a SEE Re neem ene fer Wome reget Seen oe Cea TT! 64 
Sl TNs btiniincsimisansscmnnenwanaandunameial 60 
ING RNID science sarct cnc in es teenie ean 55 
I TG Cs ncnicmannccnnmddondninicusicnihganieapines 54 
PII HII ciccnedinaicierarciaseianss wine cana Mths eaenuiniiedientaatlinl 54 
NT ON TNT ee 50 
OE he Oe eee eee ee eee 48 
OS a en nee men i ene rs 47 
BI TI I cicenisesnsininccp entices ints sicesenaestesn lait acilaaiatinainaai 37 
‘Temple, Tesas ...............- 225.2. acesnennnsccases 34 
RNS, CIID Sin nnn nec ccnentseccemanceenen 34 
Springfield, Mass. -........----......---------~--------- 32 
Albuquerque, N. M. ---.--------------------------------- 31 
Billings, Mont. ............-.-.-.....-.--------<-2------<- 30 
Longview, Wash. ._------------------------------------- 29 
Anchorage, Alaska .....--------------------------------- 29 
Butte, Mont. -------------------------------------------- 28 
Johnson City, Tenn. ------------------------------------- 27 
MEMBERSHIP OF 25 LEADING ASSOCIATIONS 
ON, a er ee eee eS 861 
A ee ee ae a 779 
SE aa ee ee 659 
RII IPI ceeiccccsseenieees creat tiers arintnsn ae mecptoaienpinoneiniemieanianan 604 
GRE, TO. ccc ensinnnndnsncecnsnncnennccedeseueuneeae 530 
NE GI vitincie ee mtinnninin cnmetannendenmcenemadeGel 504 
ee 499 
SS ee 495 
Kansas City, Mo. ....--..._....-....-~-~=.---------=---4 481 
eS a a eee warn cee 463 
Washington, D. C. .------------.......------------------ 410 
Portieed, Ore. ..2<..22 2-502 se nen nsncwensessesed Ra antsisat 395 
| a Ses ee een 358 
Springfield, Mass. --------------------------------------- 328 
OE nee 323 
pS ees eT 320 
Minneapolis, Minn. .------------------------------------- 291 
Nashville, Tenn. -..------------------------------------- 274 
Providence, R. I. --------------------------------------- 248 
Houston, Texas ----------------------------------------- 225 
Vancouver, B. C. --------------------------------------- 207 
Tacoma, Wash. -.--------------------------------------- 201 
Dallas, Texas ------------------------------------------ 195 
Centralia, Wash. --------------------------------------- 159 
Des Moines, Iowa -------------------------------------- 150 


NEW ASSOCIATIONS 
District No. 3 


Rial, FAR. cc cndiccc scan cemieptiessnnimsvienjencanangee il 
District No. 4 

i I oo inc: secenciniinsen cccttnilnsiscithiniin ntncniacapianbtaeailaiiial 46 

Johnson City, TGR. q22222220-ncccecengcooeanewsnsnecces 34 
District No. 6 

ets Ti nea eidivncuntinickindiinieaiteltiinmannime 10 

ee ee ee 18 
District No. 8 

TO, RNG nh centcnaktenddusceciendeusacnensaaneae 34 
District No. 9 

NN I oi iiniecnticcminintitiontiiaatibionnnpdctipalamiaeaiae 10 

RY TING, Wi TIIIIIIES “ -soshts Remsansosonensipsnmeaien dnguehtiin eslipanacgtteesasecnedeamcnanalll 22 
District No. 10 

EE a ee ee ee eS 13 

IT IIIT II. As 2hasss sn seninaini va apes tiation taaalenstealaesiodl 15 

i eR, Ps AA 37 

I, CIEE 5 odin binnciniincthneinataaummpentiiiee 29 

UE IID nn ict en cicssisaineseessiadscoapliebetiaanewib canianatanaamea 23 

EES a. ee eee ee 50 

PE MN tcdcdhattimaudcmsnenccddinnlinkgicsiaiikgel 10 

eens er 17 
District No. 12 

I ES ae, SE ee eee 10 
District No. 13 

a EE a NE eee Ye 16 


Rockford, III. 
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Collecting by Telephone 


E. L. Goodman, Credit' Manager, Burger-Phillips Co., 
Birmingham, Ala. 


YOU HAVE PROBABLY heard that there are three ways to spread 
news quickly: 1. Through the telephone, 2. By telegraph, and 3. By 
telling a woman. 

If your house were on fire you would not write a letter to the fire 
department. If your wife or child were seriously ill you would not write 
your physician a letter. If someone were burglarizing your home or store 
you would not write a letter to the police department. You would, 
instead, reach for the nearest phone. 

Next to your wife, children, and your personal belongings, what is the 
most important thing? Your money, of course. 

After you have tactfully done your duty of sending statements and a 
couple of sure-fire collection letters, and still nothing has happened, you 
had better try the telephone and see just what is the real trouble. The 
regular form collection letter that most of us use is an impersonal thing 
and there are many people who have built up an immunity to them. ‘They 
are casually glanced at and tossed into the wastebasket. 

Why waste more good stationery and stamps when they are not doing 
a good job? Get on the phone and have a heart-to-heart talk with the 
debtor and find out for yourself. 

Some skeptic might say: “What good is there in asking for a settlement 
over the phone because they cannot pay their bills over the phone.” This 
is true but you can convince a great majority of their obligation to your 
store and also find out why it has not been taken care of before. In most 
cases you can secure a definite promise to pay faster than by additional 
letters. The quicker you get a reply, the quicker you get the money, or 
know what procedure to follow. 

After you have made the proper phone connection you will get one of 
the four following stock answers: 1. Illness or unemployment, 2. A 
promise or argument, 3. Annie does not live there any more, and 
4. “Sorry, Mrs. Jones is across the street playing bridge.” 

No matter what type of answer you receive, you have found out that 
much and you have found it out quicker than by any other means. In 
most cases you find out much more. Then too, a telephone conversation 
is alive while a letter is only a one-sided conversation on paper. Now 
that you have some sort of a lead, you can immediately make plans to 
follow up on your findings. This saves time and time is money. 


Hints When Making a Call 

There are several hints to bear in mind when making a call. Here 
they are: 

1. Be sure you have identified the debtor correctly. Ask the party 
answering, “Is this Miss Sara K. Jones?” You do not want to take a 
chance on asking the wrong party for the debt. The conversation will 
invariably get back to the correct party and as this is a private matter, 
it could be very embarrassing. 

2. Identify yourself. Say, “This is E. L. Goodman, Credit Manager of 
Burger Phillips.” Then pause for about 15 seconds. This is an im- 
portant thing to do. It gives the offender a chance for it all to sink 
in and then she will start to tell you why she has or has not come in 
to pay her bill. Many times this is all you have to do. She will clear 
up the entire situation for you. 

3. Next ask if it is convenient to discuss the matter. She might have 
some friends near by and she will not be anxious for them to know her 
predicament. 

4. Permission granted, go into your prepared talk and ask the necessary 
lead questions. 

5. Keep the conversation on friendly terms and try to hold your temper 
whatever the consequences. After the discussion is over, end it with the 
most cordial salutation. No matter how many promises are made, you 
still do not have the money. 

The telephone gets in where muddy feet cannot. And do not forget, 
the “Postman only rings twice,” whereas the telephone keeps on ringing. 


Then too, the telephone bill, in most cities, is the same whether you use 
it once, a hundred times or not at all. It is economical and fast— 
0 use it. kik 





How to Cash Checks 
in Half the Time 





Proved System Speeds 
Customer Service 


With the Fas-Cash System your 
cashiers can cash customers’ checks 
in as little as 6 seconds ...up to 400 
checks in an hour. 


This practical system actually enables 
one cashier easily to do the work of 
two! You see, Fas-Cash eliminates all 
wasted motion... does away with 
counting and proving money every 
time it is paid out. 

Investigate this proved system that 
builds customer good will for depart- 
ment stores, utilities, and other firms 
which cash a large volume of checks. 
Send coupon today for complete in- 


Send coupon for your 
free copy of illus- 





plains how and why 
the Fas-Cash System 








check-cashing ey 


FAS-CASH 
SYSTEM 


Enables } Teller to do the Work of 2 


| FAS-CASH SYSTEM, INCORPORATED 
Dept. CW-2, 112 Madison Avenue 
| Detroit 26, Michigan 
+ We want to improve customer service, 


Rush details about the Fas-Cash System, together 
with free illustrated folder. 














Please Mention The CREDIT WORLD When Writing to Advertisers 


Opinions of Management 


More charge accounts have been opened here the last six 
months than all of last year; instalment accounts likewise. 
The problem from now on calls for a more efficient credit 
department. Customers’ credit rating will need a very thorough 
analyzing to appraise the customer’s ability to fulfill her obliga- 
tions. Collection departments must be strengthened for a 
thorough follow-up of over-due accounts. I am satisfied that 
while there is a tendency to more liberal terms than when 
under government control, merchants will use discretion and 
not go overboard. There might be a tendency for so-called 
borax houses to use particularly liberal terms to get customers 
in their stores, but I don’t believe that the sound merchants will 
be influenced by this. I am unalterably opposed to govern- 
ment control of consumer credit. If merchants are not smart 
enough to control credit themselves they deserve to go bank- 
rupt.—J. D. Chambers, President, Bry Block Mercantile Corp., 
Memphis, Tenn. 

x 2 ® 
The most important retail problem confronting the 
credit granter, is the credit granter’s ability to cor- 
rectly diagnose a credit applicant. Eliminate the usual 
tug of war between the credit granter and the sales 
department. When there is a commission agreement 

on installment sales there is a double urge in this 

tug of war. First there is the mercenary thought of 

commission to the credit granter; second, there is the 
urge for favorable volume in sales to enhance the 
particular person’s value to the organization. My 
recommendation is that every detail on a credit appli- 
cation be thoroughly investigated before a sale is made, 
and this should be given special attention in view of 

Regulation W being withdrawn. I am in favor of the 

Government having limited credit control, both as to 

commodity and time, agreeable to responsible credit 

men and organizations and the Government, at least 
until the supply and demand levels off.—L. Roy 
Christie, Secretary-Treasurer United Oil Corp., 
Columbus, Ga. 

x*** 

The most important credit problem for 1948 is that of main- 
taining a credit policy sufficiently liberal to encourage reasonable 
sales, yet at the same time.conservative enough to be basically 
sound as far as the individual, the company and public policy 
are concerned. If credit policies are too conservative, sales will 
fall off, the economy will contract, and that company pursuing 
such a policy will not be able to maintain itself in its com- 
petitive field. Yet the policy that is too liberal might ruin the 
company, as well as cause a depression of disastrous conse- 
quences. The problem is to find a happy medium. I do not 
believe in restoring Regulation W, or anything like it, as I be- 
lieve that in a democracy it is abhorrent to substitute the judg- 
ment of one board, bureau, or commission for the combined 
judgment of all the different credit executives in the country. 
—Walter E. Cosgriff, President, The Continental National Bank 
and Trust Co., Salt Lake City, Utah. 

xn s 
We believe that retailers have a responsibility to 
live up to since the expiration of Regulation W .. . 
to maintain sound, basic credit practices. Common 
sense and good business will be sufficient in our 
opinion, to cause retail distributors to use sensible 
restraint so that voluntary action on their part will 
obviate the need of further government regulation. 
This is democracy in action and we are confident that 
business as a whole will live up to their obl'gations in 
maintaining sensible credit standards—Charles B. 
Dulcan, Sr., Vice President and General Manager, 
The Hecht Co., Washington, D. C. 
xx*«* 


We are very much against the extension of credit beyond 
sound terms and believe that it can do a great deal of harm 
For this reason, we 


under present conditions unless checked. 


are in favor of granting the Federal Reserve Board authority 
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What \s the Most Important Credit lem 
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to again control consumer credit under a modified form of 
Regulation W. Insofar as the home-furnishing trade is con- 
cerned we believe that a minimum down payment of from 20% 
to 25% is sound and that the percentage of this down pay- 
ment should be uniform for all lines carried, including appli- 
ances. For our own part, we are limiting term length to 12 
months on purchases of $200.00 and under, 15 months on pur- 
chases from $250 to $500 and 18 months on purchases over $500, 
It is, of course, the duty and responsibility of the Credit De- 
partment to base all accounts on the shortest term possible 
within these limits. All lines in retail trade, such as the 
jewelers, should be brought within the control of a uniform 
credit regulation and I believe the pattern mentioned above is a 
fair and safe one to follow for most retail lines—H. Wilbur 
Graves, President, H. B. Graves Co., Rochester, N. Y. 
xkwk 
Regulation W has some good points in its favor 
but at the Michigan Retail Furniture Association 
meeting in Detroit I voted against it for the one lone 
reason that it is just a step forward in regimentation, 
which I think is a bad thing to encourage. Too much 
over-expansion of credit or regulation, I would choose 
over-expansion as the lesser evil. The vote which 
was taken was just to see what the furniture dealers 
thought about it. It was about evenly divided or, if 

anything, slightly against the Regulation W.—S. G. 

Graves, General Manager, Young & Chaffee Furni- 

ture Co., Grand Rapids, Mich. 

kkk 

The most important problem confronting the credit grantor 
for the year 1948 would be to take cognizance of the law of 
economic cycle. It is about 3500 years old that we know of. It 
deals with the theory that we have a period of good years 
followed by a period of lean years. We have had good times 
for about six years. The next turn of the cycle apparently will 
bring lean years. 1948 offers an excellent opportunity for 
credit grantors to get their accounts in shape and examine all 
new applications diligently. 1949 could be too late to do this. 
—John Mason, President, Mason Plan, Mobile, Ala. 

kkk 
We are vitally concerned about future extension 
of credit now that Regulation W has been terminated. 

It has long been and will continue to be our policy 

to discourage advertising credit terms, or encourage 

the purchase of any merchandise on long term pay- 
ments. There has been practically no change in our 
credit policy since Regulation W ceased to function; 

if anything, our credit restrictions have become some- 

what tighter and unless there are very extenuating 

circumstances and unless the party concerned was a 

sound and stable credit risk, we have insisted upon a 

maximum of 20 te 33144% down and no more than 

twelve months to pay. It is regrettable that uniform 
credit policies cannot be established in communities 
because too often credit is sold and quality merchan- 
dise is overlooked because of the easy manner in 
which the purchase can be made. Every effort to 
prevent any of our customers from becoming involved 
in indebtedness which prevents them from meeting the 
required monthly payments is being made by us and 
we intend to continue to see that our patrons do not 
shackle themselves with monthly payments that their 
budgets will not allow. We honestly believe that 
some curb should be placed upon credit buying and 
while we were not 100% in accord with the provisions 
of Regulation W, we frankly believe it did a part of 
the job required to keep installment credit within the 
reach and the limits of the average store patron.— 
R. P. O’Learv. Manager, Baum’s Department Store, 
Green Bay, Wisc. 
x** 

We are against granting the Federal Reserve Board 
authority over consumers’ credit. We realize that there are 
many, many credit abuses but in the long run the people with 
sane policies will prevail. To call in the aid of the Federal 
Bureau to help you run your business along lines that yow 
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should anyway seems to us a sign of weakness in the private 
system.—G. G. Page, Vice President, Harry S. Manchester, 
Madison, Wisc. 
&.&.@ 
We cannot, for very long, have a free enterprise, 
democratic, competitive economy if we permit central 
or Federal Government control and regulation of 
credit, whether that be long-term industrial or mort- 
gage credit, or short-term commercial and consumer 
credit. Central government control of credit is the 
“sine qua non” of communism. We are, therefore, 
opposed to any “permanent” legislation which will 
enable any Federal agency to establish mandatory 
terms or otherwise control or regulate any form of 
credit. There is a vast fundamental difference be- 
tween the principle of the Federal Housing Adminis- 
tration, for example, and the principle of Regulation 
W, which controlled short-term consumer credit. 
The FHA embodies the principle of “voluntary” in- 
surance. A bank can make mortgage loans and 
modernization loans on any terms it chooses, and 
must conform to FHA regulations only if it chooses 
to insure the loans. Under Regulation W, there is no 
choice; the rules and regulations are mandatory upon 
every credit agency. It is, therefore, a form of regi- 
mentation which is distasteful and inconsistent with 
a free enterprise, democratic, competitive economy. 
—M. S. Richardson, President, The Bank of Akron, 
Akron, Ohio. 
x + 
It is my considered belief ‘that the best thing that ever hap- 
pened to this country credit-wise was Regulation W. Before 
Regulation W, a small percentage of those firms extending re- 
tail credit, had as their only policy—getting people as deeply in 
debt as possible, regardless of the soundness of the credit exten- 
sion, regardless of public policy involved, and regardless of the 
welfare of the people themselves who were getting the credit. 
Unfortunately, those people were draining off so much business 
that the firms who wanted to operate on a sound basis were 
compelled, in order to meet the competition, either to grant un- 
sound credit, or to stretch their credit terms far beyond what 
they thought was wise. In other words, the 10% of the un- 
sound credit granters were, in effect, setting the policy for the 
other 90%. Regulation W changed all of that, and put every- 
body on an equal and sound basis. The wisdom of Regulation 
W was clearly demonstrated by what happened after November 
Ist of this year, with all the old unsound credit granters back 
at the old stand, and others following suit. To me, the No. 1 
problem of the Credit World for 1948 is getting back to a sound 
basis for everybody. Only Regulation W will do the job. I am 
all for it!—Harry W. Schacter, President, Kaufman Straus Co., 
Louisville, Ky. 
- 2 
I definitely feel that Congress should place credit 
restrictions to halt any further credit expansion 
which simply adds fuel to the flames of inflation. 
—W. L. Shearer, III, President, Paine’s of Boston, 
Boston, Mass. 
xkkwtk 
During 1948 the retail credit granter’s chief problem will be 
to guard against the over-extension of credit to individuals 
Whose financial position is being affected by our changing 
tconomy. I believe that, due to the nature of their respective 
controls, there is more danger of loose credit granting being 
prevalent on open charges than on installment accounts. The 
Wise store will start converting border line open charge cus- 
tomers into budget users so as to preserve this business.— 
Herbert H. Smit, President, Harris Stores Co., Pittsburgh, Pa. 
*x 2 f 
At the moment it appears that collections will pre- 
sent the greatest problem to the retail credit executive 
in 1948. High living costs are absorbing an increas- 
ingly greater share of individual incomes, leaving less 
for payment of obligations. Credit executives will do 
well to strengthen their collection departments and 
train employees in the use of a hard hitting approach 


I should like to protest the return of Regulation W. 
appraisal of a customer’s ability to pay, plus factual knowledge 
of his credit history, should be sufficient to control consumer 
credit. 
extend credit unwisely and which will suffer because of their 
own stupidity—Barton William, General Manager, Harbour- 
Longmire, Oklahoma City, Okla. 


in the treatment of past-due accounts. Collection 
procedures must be reviewed and revised in the light 

of today’s conditions. Those that are no longer effec- 
tive must be replaced with new procedures designed 

to get results with a minimum expenditure of time 
and cost.—Morton E. Snellenburg, President, N. 
Snellenburg & Co., Philadelphia, Pa. 

xk*kek 

Good judgment in the extension of credit cannot be legislated. 
Sound 


There have been, and will be, those businesses which 


Opinions of Credit Executives 


The most important retail credit problem for 1948 will be 


controlling charge accounts and a strict follow-up collectiom 


procedure. I am of the opinion that at this time a great many 
people have bought beyond their ability to pay. As a credit 
grantor, I am very hopeful that Congress will see fit to place 
some control on consumer credit—Mary Altizer, S. 3 
Heironimus Co., Roanoke, Va. 
kkk 
The year 1948 will bring two important problems: 
First, to maintain the volume of sales which all busi- 
ness will hope for, it will be necessary that every 
effort be put forth to interest all charge customers in 
buying the largest amount of merchandise that they 
are in a position to pay for. This is especially true of 
that group of accounts which became inactive during 
the period of years when there was a tremendous. 
amount of cash buying and they had discontinued the 
use of the account because of ready cash. A pleasant 
contact with these customers will regain their con- 
fidence and encourage them to use their account 
which had been opened some time ago. This will 
prove to be a very fruitful source of sales volume. 

Second, because of the trend to liberalize terms and 

also because of the discontinuance of Regulation “W” 

it means all credit executives should be very alert in 

the control of those people which will appear to go 

beyond their means. While there cannot be any com- 
munity credit policy adopted, each individual business 
must definitely adopt a policy which is in keeping 
with sound credit principles and monthly terms that 
will give a satisfactory turnover on the accounts 
receivable. This will necessitate the close follow-up 
of accounts after they have been placed on the books 
to see that they are paid promptly within terms 
arranged.—Dean Ashby, J. L. Brandeis & Sons., 
Omaha, Neb. 

+ ¢ @ 

Prompt payment of thirty-day accounts and installment ac- 
counts will largely depend on the economic trend in 1948. Stil¥ 
higher prices are indicated for consumer goods this year. Cus- 
tomers under pressure of increased living costs will be seeking 
terms not in keeping with sound credit practices. The credit 
man that is interested in making sales will have many perplex- 
ing situations this coming year. He and his staff will have a 
real selling job to do with the public. Firstly, selling on sound’ 
terms and then second, selling customers on prompt payment 
through a systematic, forceful but friendly collection follow up. 
—F. H. Chrisman, Rothschild’s, Kansas City, Mo. 

x*** 

The most important problem in credit granting for 
1948 is avoidance of competition in credit terms. The 
policy of this firm for many years has been that credit 
terms on deferred payment accounts shall not be ad- 
vertised, but rather that they be set according to 
individual applications based on the applicant’s credit 
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history. However, we do set a minimum for down 

payments and a maximum period for payment of the 

balance of such an account. At the termination of 

Canadian Credit Controls a Community Credit Policy 

for deferred payment accounts was initiated in this 

city, and with few exceptions has been very well ad- 
hered to, thus maintaining a sound credit economy 
through the co-operation of Association members.— 

W. G. Ellis, David Spencer, Ltd., Victoria, B. C. 

x**ktk 

I have always felt that Regulation W did a good job during 
the war. I do not feel that it is good business to continue 
Government Regulation since the war is over. During the 
re-adjustment period, in my opinion, it behooves all credit 
granters to use every precaution in their advertising stressing 
long terms. The merchants of Portland have done an excellent 
job in this regard and we are very well pleased with the success 
that we have had up to this time. As to the proposed controls 
that are before Congress at this time, our local Association 
has placed itself upon record that we d@ not favor such controls. 
I feel all credit executives have approximately the same opinion 
and that is that we are definitely against Federal controls dur- 
ing peace times and since they have been taken off, the entire 
matter should be left in the hands of the merchants to solve 
so far as the future is concerned.—J. H. Fisher, Meier & Frank 
Co., Portland, Ore. 

x** * 

We feel that everything possible should be done to 
relieve the inflationary pressures which are causing 
higher and higher prices. Congress should grant the 
Federal Reserve Board authority to control consumer 
credit and that these controls should be applied in 
exactly the same manner in which they were applied 
during the war.—C. F. Hamilton, A. H. Benoit and 
Co., Portland, Maine. 

xk 

I feel that the education of the Credit Manager, and the full 
cooperation between store executives and Credit Managers will 
do more to properly administer retail credit than any other 
single factor. If we are to operate free enterprise, we as 
credit executives first, and business executives second, must take 
the responsibility of saying what are sound credit practices and 
then of adhering to those credit practices. Truly we all want 
to make sales, but sales without a thought of collections are 
of no value to sound business. During the war period we 
saw the good results of practicing sound terms. Retail credit 
can, by continued vigilance toward these terms, do much in 
1948 to postpone or lighten any depression that might be in the 
ofing.—C. Hal Jones, James K. Wilson, Dallas, Texas. 

kkk 

Governmental departments forecast a high rate of 
production which would seem impossible without re- 
inforcing the buyirig power of the consumer with 
ample consumer credit. Consumers indebtedness will 
be higher than in the past ten years. When the bills 
start reaching the consumer, look for keen competi- 
tion for payments. Creditors who have set up the 
most efficient collection system, will be the first to be 
paid. This will call for prompt billing and follow-up. 
Firmness but politeness in collection effort will bring 
best results. Statements of lenient creditors will be 
set aside for payment at a later date—Aaron Littman, 
Gem Jewelry Co., Beaumont, Texas. 

xk * 

Regulation W, although having some desirable features, was 
not an equitable ruling and a large number of people were sub- 
ject to the regulation who did not need to be regulated. Further, 
a large number, including newlyweds, were forced to go with- 
out because they were unable to buy the things they actually 
needed due to the terms imposed. Economic figures show that 
consumer credit accounted for 10.5% of disposal income for 
1937; 11.4% for 1939; and 10.8% for 1941. Most recent 
figures show 6.8% for 1947. This does not reflect any run- 
away installment credit and certainly does not argue well from 
the regulation standpoint. I believe each store engaged in in- 
stallment business is capable of making its own terms because, 
after all, it is only the fittest that survive and money directed 
away from installment business is for the greater part spent 
elsewhere.—W. H. Paul, Shiner Furniture Co., Butte, Mont. 

x*** 

I feel that the most important credit problem for 
1948 will be the difficulty experienced in limiting cus- 
tomers’ high credit to their paying ability. Due to 
small down payments and long term contracts, it is 
felt that customers will be inclined to buy beyond 
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their convenient ability to pay due to spiraling cost of 
i oes H. Rauser, Montgomery Ward, Albany, 
xx*wrk : 
1947 has slipped away and with it went Regulation W. Now 
the most important retail credit problem for 1948 will be te 
hold credits in line. The store should adopt a sound credit 
policy, both as to down payment and length of time to rum 
Down payment should be, in my opinion, 25% down and not 
over eighteen months on the balance, with one-half of one per 
cent carrying charge per month on balance after down pay- 
ment. As merchandise gets more plentiful there will be a de 
sire to buy, urged by the promise of easier terms by some 
firms, more merchandise than they can pay for and maintain 
their present living standards. The work of the credit man- 
ager will be to see that such a credit policy is in force and 
that it is adhered to in all departments—K. W. Story, The 
Christman Dry Goods Co., Joplin, Mo. 
x. =< 
Liberalized credit terms have gained nationwide 
momentum since the end of Regulation W, causing 
individual indebtedness beyond ability to pay, in many 
transactions. Advertising terms again frustrates the 
efforts of sound credit extension. Credit executives 
have a tremendous problem in 1948. We MUST 
sell management and the public, on a sound credit 
policy, one which permits down payments and terms 
to be no lower than a sound business would operate 
by, and one which will be beneficial to the customer 
as well. Credit Sales must be profitable for manage- 
ment to continue in business. Permanent credit con- 
trols will be predicated upon the judgment used in 
the extension of credit and its effect on our economy. 
As we sow, so shall we reap.—W. F. Streeter, Nelson 
Brothers Furniture Co., Milwaukee, Wis. 
x*k 
This is the year of opportunity—the time to adjust credit ar- 
rangements to the customer’s needs rather than fit the customer 
into fixed terms. The products of our factories must be made 
available to everyone. To accomplish this, credit terms should 
be flexible, yet well controlled; ‘personnel re-trained, pro- 
cedures revised, departments modernized and improvements 
made, so that credit services may operate at greatest efficiency 
for increased business and better customer relations. We 
should look at this opportunity from a long-range viewpoint— 
C. E. Wolfinger, Lit Brothers, Philadelphia, Pa. 
xk 
The greatest problem confronting retail credit 
granters for 1948 will be to control those accounts 
who for the past few years have been able to meet 
their bills when due but who because of the mounting 
costs of living have been unable to scale down their 
expenditures to come within their income. It is a 
difficult situation because the account may not be 
seriously past due but may show definite signs of be- 
ginning to overbuy. We have noticed increasing 
numbers of these accounts through the months of 
November and December, large balances with only 
partial payments, whereas, in the past, the account 
has usually been small and taken care of each 30 or 
60 days. If these accounts seriously overbuy and 
require several months to liquidate and the services of 
the account are temporarily suspended, we may lose 
that customer as a charge customer altogether. If, 
on the other hand, charges are declined and the 
account has never been in serious trouble before, you 
will undoubtedly have offended your customer.—F. D. 
Woodruff, The White House, El Paso, Texas. 
x**k 
The most important problem confronting the retail credit 
grantor in 1948, in my opinion, is the return of good logic in 
credit granting rather than being held to any Regulation 
schedules or influenced by any out-of-reason and often ridic- 
ulous terms usually started by those who primarily sell terms 
rather than quality merchandise at the right prices. If the 
latter is adhered to sales will result in sufficient volume % 
that each credit application can be handled on its own metit 
It is no more logical to extend terms of 10% or no monef 
down and two or three years or more to pay to everybody who 
desires a budget account than it is to assume that anybody will 
be permitted to open an account upon merely signing an ap 
plication without the creditor first investigating information 
supplied on the application—A. J. Wurst, F. C. Nash & Co. 
Pasadena, Calif. 


(To be continued next month.) 
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ASSOCIATION 


Anderson, Indiana 


The 1948 officers and directors of the Anderson Retail 
President, 
LeRoy Smith, Leath and Co.; Vice President, J. W. 
Richeson, Kirkman’s Jewelry; and Secretary Treasurer, 
Rk. E. Hostetler, Anderson Credit Bureau. Directors: 
Marie E. Hill, Hill’s; Dorothy C. Jones, Kaufman Hard- 
ware; Jean R. Feezel, Kelly Furniture; and Richard J. 
Lozar, Sears Roebuck. 


Miami, Florida 


At a recent meeting of the Miami Retail Credit 
Association, Miami, Florida, the following officers and 
directors were elected: President, Victor Wright, Frank 
T. Budge Co. ; Vice President and Treasurer, Mrs. Marie 
Whaler, Miami Industrial Bank; and Secretary, B. B. 
Pugh, Credit Bureau of Miami. Directors: Garland 
Grange, Richard’s Store Co.; Lilburn Railey, Jr., Railey 
Milam Hardware Co.; and Mrs. Ashley, 
Eleanor’s Shop. 


Rochester, New York 


The Rochester Retail Credit Association, Rochester, 
New York, elected the following officers for the year 
1948: President, Leonard Berry, B. Forman Co.; First 
Vice President, Leland S. Somers, McCurdy & Co.; 
Second Vice President, Gerald M. Brooks, McFarlin 
Clothing Co.; and Secretary Treasurer, Frederick G. 
Waite, Credit Bureau of Rochester. Executive Com- 
mittee: Walter B. Sullivan, Lincoln-Rochester Trust 
Co.; William Culliton, Democrat &* Chronicle; Helen 
Wattel, Rochester Telephone Corp.; Mary A. Huddy, 
f. W. Edwards & Son; George Dean, Sun Oil Co.; 
|.Gordon Ross, Rochester Gas & Electric Corp.; and 
john Hart, Sibley, Lindsay & Curr Co. 


Spartanburg, South Carolina 


At the organizational meeting of the Retail Credit 
Association of Spartanburg, Spartanburg, South Carolina, 
the following officers were elected: President, J. W. 
Cobb, Greenewald’s Department Store; First Vice Presi- 
dent, Griff Smith, Hammond Brown Jennings Furniture 
Co; Second Vice President, Robert Handell, First 
Federal Savings & Loan Association; Treasurer, Mrs. 
Wilma Swain, Montgomery-Ward; and Secretary, D. P. 
‘aughter, Credit Bureau of Spartanburg. 


Frances 


Vancouver, Washington 
The Retail Credit Association of Vancouver, Van- 
wuver, Washington, elected the following officers and 
directors for the ensuing year: President, Gordon 
Alvord, National Bank of Commerce; Vice President, 
Paul Bliss, Vancouver Memorial Hospital; Treasurer, 
L. J. Buddie, Wolf Electric; and Secretary, Roy R. 
Dexter, Credit Bureau of Clark County.’ Directors: 






. ensuing year: 





Blair Babcock, Pacific Power & Light Co.; Miss Jennie 
Nelson, DuBois Motor Co.; Harold Shaw, W. P. Fuller; 
N. E. Allen, American Lumber Co.; Homer Flagg, 
McCoy Auto Co.; Warren Bowman, Pete McNabb 
Service Station; and Jim Craig, Sparks Hardware Co. 


Spokane, Washington 

At the annual meeting of the Spokane Retail Credit 
Association, Spokane, Washington, the following officers 
and directors were elected: President, Harry E. Jones, 
Old National Bank of Spokane; Vice President, Elmer 
W. Rongren, M. M. Jewelers; Treasurer, A. E. Wonch, 
Standard Lumber Co.; Secretary, N. M. MacLeod, 
Spokane Credit Men’s Rating Bureau; and Assistant 
Secretary, M. T. Warrick, Spokane Credit Men’s Rating 
Bureau. Directors: A. C. Franklin, Fidelity Savings 
& Loan; H. T. Coleman, Smith Electric Co.; T. J. 
Fahay, Union Oil Co. of Calif.; I. S. Berg, Monroe 
Street Lumber Co.; R. F. Sturdevant, The Crescent; 
and Jo Klein, Pratt Furniture Co. 


Tacoma, Washington 

The Tacoma Retail Credit Tacoma, 
Washington, elected the following officers to serve for the 
President, Douglas Hotes, Hotes & 
Woodall; Vice President, R. L. Coyne, Rhodes Brothers; 
Treasurer, Jean Morrison, Tacoma Auto Sales; and 
Secretary, Fern Allen, Tacoma Merchants Credit Bureau. 
Directors: Don Hartman, Lumber Promotion; Robert 
Vincent, Sears Roebuck; G. W. Brouse, Bonded Adjust- 
ment Co.; Al Saunders, Pudget Sound National Bank; 
Willis Henderson, Stevens Motor Co.; and Clara Hall, 
Ghilarducci California Florists. 


Association, 


Dallas, Texas 


At the annual meeting of the Dallas Retail Credit 
Managers’ Association, Dallas, Texas, the following 
officers and directors were elected to serve during 1948: 
President, F. Wm. Johnson, Neiman-Marcus Co.; 
First Vice President, E. P. Kirkpatrick, Fakes and Co.; 
Second Vice President, R. A. Jackson, Volk Brothers; 
Secretary, J. E. R. Chilton, Jr., Merchants Retail 
Credit Association; Assistant Secretary, Chellie Sue 
Bragg, Merchants Retail Credit Association; and Treas- 
urer, Jack N. Fanning, Texas Bank and Trust Co. 
Directors: Steve Barrett, Magnolia Petroleum Co.; 
H. C. Latimer, The Dorsey Co. ; W. O. Frosch, National 
City Bank; Mrs. Willie Mae Maxwell, LaMode; C. T. 
Hosmer, Fishburn’s Cleaning and Dyeing; C. B. 
Edwards, Shaw Jewelry Co.; Mrs. Gladys Rountree, 
Dr. J. M. Pace; E. B. Massengill, Lone Star Gas Co.; 
Mildred Ponder, Dr. Elliott Mendenhall; Lee McIntyre, 
Texas and Pacific Railway Co.; C. Hal Jones, James K. 


Wilson Co.; and John Tisdale, The Texas Company. 
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Frank E. Parker 


Frank E. Parker, 72, died at his home in Bloomfield 
Hills, Mich., of a heart attack on January 3, 1948. He 
was Vice-President and General Manager of the Mer- 
chants Credit Bureau for 25 years and also served during 
that time as Secretary-Treasurer of the Retail Credit 


Association of Detroit. He retired in December, 1946. 
To his survivors and business associates, we extend our 
deepest sympathy. 


Ronald Ransom 


Ronald Ransom, Vice-Chairman, Board of Governors 
of the Federal Reserve System, who was in charge of the 
administration of Regulation W throughout its existence, 
died December 2, at his home in Atlanta, Ga. Governor 
Ransom, who was 65 years old, endured a long illness 
and had been on leave of absence from the Board since 
the middle of the year. Born in Orangeburg, S. C., Mr. 
Ransom moved to Atlanta when 21 years old and entered 
upon a long and distinguished banking career. He was 
vice-president of the Fulton National Bank, 
Atlanta, in 1922 and was president of the Georgia 
Bankers Association in 1931-32. President Roosevelt 
named him as one of the acting governors of the Federal 
Reserve Board when it was reorganized under the 1935 
banking act. His first term of office was for six years 
and was then reappointed for the full 14 years. 

Governor Ransom provided the Board with a wealth of 
experience that bridged a period of change in banking. 
He was a friendly and an understanding administrator 
of the federal government’s experiment in the field of 
consumer credit regulation during the war years. The 
National Retail Credit Association has lost a real friend. 


Charles M. Keefer Now in Las Vegas, Nevada 

Charles M. Keefer, retired credit manager of S$. Kann 
Sons Co., Washington, D. C., is now living with his son 
in Las Vegas, Nevada. His son, Milton W. Keefer, 
formerly special agent with the Federal Bureau of In- 
vestigation, United States Department of Justice has 
recently opened offices at Suite 2, El Portal Building, 
Las Vegas, for the general practice of law. Mr. Keefer 
is a charter member of the Associated Retail Credit Men 
of Washington, D. C., and an honorary life member of 
the National Retail Credit Association. 


Long Beach Adheres to Terms of Regulation W 

At the last meeting of the Long Beach Credit 
Men’s Association, Long Beach, Calif., credit managers 
representing over 30 stores, stated that they were holding 
as near the terms of Regulation W as possible. Most of 
them stated that on scarce merchandise such as refriger- 
ators, washers, etc., they were holding to one-third down 
but that they might extend the contract to 15 or 18 
months. It was also stated that when they explained the 
increase in carrying charge, the purchaser was more will- 
ing to shorten the terms of the contract. 
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Coming [istrict Meetings 


District Two (New York and New Jersey) and Dis- 
trict Twelve (Delaware, District. of Columbia, Mary- 
land, Pennsylvania, Virginia and West Virginia) will 
hold a joint annual meeting at the Hotel New Yorker, 
New York, N. Y., February 8, 9 and 10, 1948. 

District Three (Florida, Georgia, North Carolina and 
South Carolina) and District Four (Alabama, Louisiana, 
Mississippi and Tennessee) will hold a joint annual meet- 
ing in Jacksonville, Fla., April 11, 12, 13 and 14, 1948. 

District Five (Ohio, Michigan, Ontario, Canada, and 
Kentucky) and District Thirteen (Illinois, Indiana and 
Wisconsin, except Superior) will hold a joint annual 
meeting in Louisville, Ky., February 15, 16, 17 and 18, 
1948. 

District Six (Iowa, Minnesota, Nebraska, North 
Dakota, South Dakota, Superior, Wisconsin, and Mani- 
toba, Canada) will hold its annual meeting at the Hotel 
Duluth, Duluth, Minn., March 21, 22 and 23, 1948. 

District Seven (Arkansas, Kansas, Missouri and Okla- 
homa) will hold its annual meeting at the Allis Hotel, 
Wichita, Kan., February 8, 9 and 10, 1948. 

District Eight (Texas) will hold its annual meeting 
at the Rice Hotel, Houston, Texas, May 9, 10 and Il, 
1948. 

District Nine (Colorado, New Mexico, Utah and 
Wyoming) will hold its annual meeting at Salt Lake 
City, Utah, April 25, 26 and 27, 1948. 

District Ten (Idaho, Montana, Oregon, Washington, 
Alaska, Alberta, Canada, British Columbia, Canada, and 
Saskatchewan, Canada) will hold its annual meeting in 
conjunction with the 34th Annual’ Business Conference, 
National Retail Credit Association, Banff Springs Hotel, 
Banff, Alberta, Canada, June 7, 8, 9 and 10, 1948. 

District Eleven (Arizona, California, Nevada and 
Hawaii) will hold its annual meeting at the Senator 
Hotel, Sacramento, Calif., April 19 and 20, 1948. 





Position Wanted—— 


Credit and Collection Manager, 7 years’ experier:’, 
2 years as General Credit Manager for large cham 
organization. B.S., and B.A. degrees. Salary cor 
mensurate with responsibility and proven ability. Be 
281, The Creprr Wor .p. 


Wanted to Buy—— 


Credit Bureau, Pacific Coast preferred. Experienced 
collection manager to take over collection department 
of Credit Bureau. Will purchase outright or will manage 
for salary and commission. Over 20 years’ experience 
Box 1272, The Crepir Wor vp. 

Credit Bureau or Credit Bureau with Collection 
Department on West Coast. 15 years’ successfu 
experience. Box 282, The Crepir Wor .p. 
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Mrs. Savage Heads Tulsa Advisory Board 


Mrs. Audry Savage, Credit Manager, Dorothy Spe- 
cialty Shop, Tulsa, Okla., was installed as president of the 
advisory board of the Tulsa Retail Credit Association, 
succeeding Joe Parker, First National Bank, at a dinner 
meeting recently. Other officers of the board include 
Bill Rayson, Credit Bureau of Tulsa, Secretary, and Carl 
Johnson, Credit Manager, Roebuck, program 
chairman. This board acts in an advisory capacity and 
is composed of credit managers. It makes recommenda- 
tions on credit policies to the Retail Merchants Board of 
Directors. Appointed by Marion S. Rogers, president 
of the Retail Merchants Association to the board were: 
Earl Beard, National Bank of Tulsa; Don Dowell, 
Shannon Furniture Co.; Glen Foster, Manhattan Furni- 
ture Co.; C. H. Froehle, First Bancredit Corp.; Claude 
Hale, Clarke’s; Julian Harris, Street’s; Thelma Heim, 
Sloan Jewelry; Nadine Iola, Field’s Apparel; Marion 
Leleu, Brown-Dunkin Co.; J. R. McKee, Palace 
Clothiers; Margaret Mayo, Woolf Brothers; Samuel 
Minsky, Oklahoma Tire and Supply Co.; Joe Parker, 
First National Bank; Maxine Parker, Lewin’s; J. J. 
Rhodes, Vandevers; J. E. Siemens, Froug’s; and Geneva 
Van Orden, Harrington’s. 


Sears 


Gus Cohen Retires 


Gus Cohen, Credit Manager, Linz Brothers, Dallas, 
Texas, will retire February 28 after many years of active 
service with the stores. He has been an active and loyal 
member of the credit fraternity in local, state and national 
affairs for a long time. He is a member of the Quarter 
Century Club of the N.R.C.A. and upon his retirement 
will become an honorary life member. He will be suc- 
ceeded by G. G. Alexander, formerly Credit Manager, 
Clingingsmith Jewelers, Dallas. 


D. R. Gerow Heads Small Loan Companies 


Douglas R. Gerow, member of the firm, United 
Finance Co., Portland, Oregon, has been elected President 
of the Oregon Association of Small Loan Companies for 
the ensuing year. 


Spokane Members Get Emblems 


Eight members of the Spokane Retail Credit Associa- 
tion, Spokane, Washington, were presented with N.R.C.A. 
Quarter Century Club emblems at the thirty-seventh 
«fnual banquet of the association held recently. R. T. 
Schatz, a past president of the association, and second 
‘ice president of the National Retail Credit Association 
‘resented emblems to: F. L. Croteau, Diamond Ice & 
Fuel; E. K. Barnes, First National Bank; Ruth M. 
Elliott, Kilmer & Sons; E. L. Rowles, McGoldrick Lum- 
ber Co.; E. E. Matchett, Shaw Borden Co.; J. F. Hunt, 
Spokane Title Co., Ralph W. Watson, Ralph W. Watson 


Co.; and N. M. MacLeod, Spokane Credit Men’s Rating 
Bureau. 


George H. Waterman Retires 


George H. Waterman, credit manager for Kaufman 
Straus Co., Louisville, Ky., retired recently after 57 
Years of service with the store. He is enjoying a well 
earned rest at his home, 805 Barret Ave., Louisville, Ky. 





Best Wishes, Bill! 





Wi.uiaAM H. Butrerrie_p, Educational Director of 
the National Retail Credit Association since 1946, has 
resigned to become Vice President of DePauw University, 
Greencastle, Indiana. He will be in charge of public 
relations and financial promotion activities there. His 
resignation became effective January 31, 1948. 

In his letter to Mr. Crowder on December 12, 1947, 
he said: “The position offered me recently by DePauw 
University is of such deep interest to me that I feel 
I would be acting wisely to accept it. For a number 
of years I have had a genuine admiration for this in- 
stitution and a very real interest in it, and the duties 
of the position there appeal to me strongly. 

“T have enjoyed the fine association with the N.R.C.A. 
as Editor of the Better Letters Service and ‘Credit 
Department Letters’ during the past two years, and as 
Educational Director since August 1, 1946. The rela- 
tionship has been an extremely pleasant one for me, and 
I hope it will continue ‘unofficially’ for many more years.” 

Before entering the services of the National, Mr. 
Butterfield served for seven years as chairman of the 
department of business communication at the University 
of Oklahoma. Recognized as a leading authority on 
public relations by mail, he is the author of twelve 
books and more than sixty magazine articles on this 
subject. In 1944 and 1945 he served as president of 
the American Business Writing Association. His bio- 
graphical sketch appears in Who’s Who in America. 

Mr. Butterfield received his A.B. degree from the 
University of Nebraska and his master’s degree from 
the University of Oklahoma. He has also studied at the 
University of Pennsylvania, Columbia, Harvard, and the 
University of Berlin. He is a member of Phi Beta Kappa, 
Phi Gamma Delta, and Sigma Delta Chi. 

In Mr. Crowder’s letter to him on December 30, 1947, 
he said: “It was our hope, at the time you were en- 
gaged as Educational Director, that you would be with 
us permanently. You have done an excellent job as 
Educational Director, and as Editor of the Better 
Letters Service and ‘Credit Department Letters.’ We 
appreciate your efforts and interest in the wrok. I 
realize that the position at DePauw University offers 
you a real opportunity in the educational field, and you 
have our best wishes for your continued success.” 


Help Wanted 


Credit Bureau Manager in well established credit 
bureau with collection department located in Missouri 
town of 15,000. Applicant must be industrious and 
havé collection department experience. Write giving 
experience, references, etc., Box 284, The Crepir Wor Lp. 


For Sale 


Credit Bureau and Collection Agency in Nogales, 
Arizona. Organized 1932. Doing good business and 
possibilities for expansion. Necessary to leave city be- 
cause of husband’s transfer. Box 283, The Crepit 
Wor_p. 
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OST OF THE adjustment letters written in every- 

day business fall down on the job—and badly! Sel- 
dom, in fact, does the writer even seem to realize that his 
letter has a man-sized selling job to do. 

But a good adjustment letter, no less than a good sales 
letter, must be persuasive and convincing. It must counteract 
the negative situation that led to the complaint; it must, above 
all, make the customer feel that he has been treated fairly. 

The first step toward an effective letter is a beginning that 
puts the reader in the right frame of mind—an opening that 
makes him receptive to the message. Upon the first para- 
graph rests the burden of overcoming prejudice against the 
writer and his firm—and the extent of the customer’s nega- 
tive attitude may range from slight disappointment or mild 
irritation all the way to bitter resentment. 

In any event, the opening of the letter should “get in step” 
with the reader by emphasizing some point with which he 
If the adjustment request is to be granted, this 
news makes an effective opening, as illustrated by the follow- 


will agree. 


ing examples: 
You are certainly entitled to a refund of $7.50, and 


our check for this amount is enclosed. 
* * * 


Today we are shipping you a duplicate of the knee- 

hole desk about which you wrote us November 4. 

When the customer’s request cannot be granted, of course 
some other type of lead-off sentence must be used. But an 
expression of sympathetic interest in the customer’s problem 
is always appropriate, and it will have a disarming effect upon 
him. Here are two examples of such openings: 

We appreciate your letter of April 23, for your experi- 


ence in shopping here is of genuine interest to us. 
* * * 


Thank you for your letter of August 2, and for the 
opportunity to clear up the misunderstanding about your 
account. 


The psychological importance of a good opening is graph- 
ically illustrated by a “horrible example” from a recent letter, 
which began: 

This acknowledges yours of the 17th, in which you 


claim that merchandise purchased here some time ago 
has not given you satisfactory service. 


Instead of allaying any irritation already felt by the cus- 
tomer, such an opening would only intensify it by implying 
doubt about the veracity of his report. Instead of “getting 
in step” with the reader, the foregoing example would only 
arouse his resentment and make the conciliatory, task’ of the 
letter almost impossible. 

In some cases, then, the point of contact is also the psycho- 
logical turning point of an adjustment letter. If the first 


This month’s commentary is adapted from the author’s 
article, “Touches of Tact that Take the Sting Out of Adjust- 
ments,” which appeared originally in Sales Management. It is 
presented here through the courtesy of Sales Management, Inc., 
New York. 
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paragraph smooths the customer’s ruffled feathers and puts 
him in a receptive mood, the letter has an excellent chance 
to succeed, 

Once the message is off to a good start, the next step is 
to supply enough factual detail so that the reader will realize 
the fairness of the adjuster’s decision. This explanatory ele- 
ment is especially important in letters that decline the reader's 
request or grant less than he has asked. Its purpose is to 
show him, clearly but tactfully, the logic of the writer’s posi- 
tion. If this phase of the letter is handled convincingly, the 
customer will feel that he has received a “square deal.” If 
not, he will consider himself the victim of arbitrary methods, 
Would 


the following explanation make you feel that you had been 


Assume for a moment the role of the customer. 


treated fairly? 


Granting such a concession would be contrary to our 
long-established policy, so we shall not be able to comply 
with your request. 

Such statements as “this would be contrary to our policy” 
and “our rules forbid this practice” mean nothing to the cus- 
tomer. From his standpoint they offer no explanation at all. 
He naturally wants to know the facts that determine the 
action to be taken, or not to be taken, in his own particular 
case. Surely, in the interests of fairness and courtesy, he 
is entitled to these facts. 

A delicate situation arises sometimes when the customer 
himself is responsible for the condition he wants corrected. 
In such a case fact is absolutely essential. 

This point is forcefully illustrated by Annette Graebner. 
Writing in Department Store Economist, she cites two ways 
of handling such a problem by mail. Illustration No. 1 
This blunt, tactless 
reply would be sure to irritate the customer and convince 
her that the store had no interest in her satisfaction with its 


on the next page shows the wrong way. 


merchandise. But a tactful, considerate reply enables the 
seller to establish his freedom from™~responsibility without 
indicating, even by implication, that the customer has acted 
stupidly or made unfair demands. Illustration No. 2 
proves this statement. 

The last paragraph of this letter illustrates the final essen 
tial of good adjustment correspondence—a constructive end 
ing that emphasizes service, cooperation, appreciation, or cut 
tomer satisfaction. Such a closing adds persuasive power t 
the letter. It brings the conciliatory tone to a climax at just 
the right moment. 

Here are a few more examples of effective closing pat 
graphs—all taken from successful adjustment letters: 

Your patronage and your confidence are appreciated. 

We shall always try to be worthy of both. 

* * * 


In all your dealings with us, we shall do our utmost 
to serve you with traditional M efficiency. 
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You were most helpful im telling us about this situa- 
tion and giving us an opportunity to correct it. We 
sincerely appreciate your cooperation. 





There is nothing magical ahout the psychological pattern 
of a good adjustment letter. ‘It all boils down to treating 
the other fellow like an horiest, self-respecting human being. 
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No. I 
| tactless Dear Mrs. Trimble: 
: 4 Thank you for returning for our inspec- 
convince tion the blanket covers you purchased here, 
with Its We have gone over them very carefully, 
bl S the but cannot seem to find anything to indicate 
¢ imperfection. Hence, we are wondering if by 
ithout chance the tapes may have been tied a little 
wi too tightly. This could easily cause the 
as acted situation you describe. | 
No 2 So we suggest that you try tying them 
” more loosely for a while. Then, if the same 
difficulty persists, please get in touch with 
us again, 
al essem- The blanket covers are now on their way 
é nd- back, and should reach you within a day or two, 
ive ¢ 
You may be sure of our continued interest 
» or cue in the service you receive from them. Unless 
it is entirely satisfactory, please let us 
power to know. We appreciate your patronage and want 
. to be fully deserving of it. 
x at just 
Sincerely yours, 
ing pata 
ciated. 
utmost 
cy. 





The examples shown on this page are 


adapted from Department Store Economist. 


Whether you grant a full adjustment, offer a compromise, 


or make no concession at all—your letter still has the same 
selling job to do, Its threefold purpose is to satisfy the reader 
that he has been treated fairly, to restore his confidence in 


your firm, and to regain his good will. wk 






© 


The Wrong Way 


Dear Mrs. Trimble: 

We have carefully examined the blanket 
covers and cannot find anything wrong with 
then. 


We have sold many of these covers in 
the past with very satisfactory results. 


Quite likely you didn't tie the tapes 
right. We suggest that in the future you 
tie them more loosely. 


Very truly yours, 
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BUSINESS ACTIVITY is forging ahead at a high level 
and at the start of the new year is again above the level 
which prevailed a year ago. For the tenth consecutive time, 
business at the end of the year was operating at a more 
rapid rate than at the beginning. During that long period, 
the rate of industrial production has followed almost the 
same pattern as business volume, in terms of financial trans- 
actions. It declined in the latter part of 1944 and again in 
1945 but in all other years gains were made, sometimes as 
much as 10 per cent or more. The current output of fac- 
tories is about 8 per cent higher than it was a year ago. 


THE VARIATIONS among different parts of the country 
have changed but little in recent months. The LaSalle Map 
shows that the greatest gains over last year have been made 
in the agricultural regions and in the industrial area around 
the Great Lakes. In other industrial districts, business has 
expanded much less during the last twelve months. In a few 
scattered localities, it is slightly lower than it was but these 
areas have not yet become widespread enough to show on 
the Map. 


BUSINESS IS SOMEWHAT spotty along much of the 
Atlantic Coast and is continuing to make the poorest showing 
around. New York City, even though foreign shipments 
through these ports are still large. Some signs point toward 
improvement in the New England states but business there 
remains below the national average as compared with a year 
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For the Tenth Year Business Volume Is Higher 
Than at the Beginning of the Preceding Year 


ago. Activity is high in the South and Southeast, although 
the gains over the very high level of last year are not quite 
so great as they have been in other parts of the country. 
The winter tourist trade is a significant factor in maintain- 
ing a large volume of business and the amounts spent this 
season will probably establish a new record. 


BUSINESS IS LAGGING in the extreme Southwest and 
throughout most of California. The differences have not 
been great, however, and the comparison is being made with 
the unusually high level of a year ago in those districts. In 
the petroleum-producing regions, activity is going ahead at 
a substantial increase over all previous periods, as the de- 
mand for oil in all forms is extremely heavy. New records 
in output are being established weekly. 


BUSINESS IN CANADA has been following somewhat the 
same trends as in the United States with expansion in most 
lines. The most favorable areas are the industrial and 
agricultural region north of the Great Lakes and the agri- 
cultural districts in the central part of the country. Activity 
along both coasts has been lagging but is holding very close 
to the national average. Some forms of mining have been 
slowing down in spite of special efforts to stimulate produc- 
tion. Large consumer demand is helping to keep the volume 
of trade and industry at a high level. Prospects are favor- 
able for a good year with the possibility of substantial in- 
creases during the first half of the year.—BUSINESS 
BULLETIN, La Salle Extension University, Chicago, Ill. 
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“Credit Expense”’ 
MEE 38(Beginning on page 6) THiMUREEIEIEII? 


show a substantial savings in expense throughout the 
period to come. The expenditure for equipment thus 
made comes under the heading of wise spending. I be- 
lieve another expense which is warranted for department 
stores is the introduction of the Charga-Plate system now 
in the process of completion in seven of the stores through- 
out Dallas. 

Planning of expenditures in advance frequently results 
in the elimination of expenses previously not considered 
possible. For instance, all corporations will find that a 
great deal of expense is incurred due to last minute re- 
quirements which if properly planned could be done with 
the elimination of overtime, special delivery charges, tele- 
phone calls, telegrams and other expenses usually incurred 
when last-minute rushes are found necessary. A considera- 
tion of the types and the number of forms used will some- 
times contribute to the elimination of an unnecessary 
move which will more than off-set any increased expense 
for the change in the form. The use of one time carbon, 
duplicating equipment, electric typewriters, mechanical 
calculators should be thoroughly understood by everyone 
responsible for a reduction of expense in any medium or 
large corporation when numerous combinations of opera- 
tions are necessary to complete a job. 

I sincerely hope that my general approach to the prob- 
lems of expense reduction, or rather intelligent or wise 
gending, may at least inspire some credit executives to 
the point of spending a few minutes with these problems 
and as a result obtain greater profits for their stores. *** 
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“Income Tax Returns” 
ERM «= (Beginning on page 8) 


Commissioner’s answer, the Court may construe this as 
an admission of these facts and may grant a motion by 
the Commissioner for judgment in accordance with his 
claims. 

Tax Court Hearing 

When you have filed your reply to the Commissioner, 
the Court will set a date for a hearing. Before the hear- 
ing occurs the Chief Counsel for the Commissioner of 
Internal Revenue may suggest a conference for the pur- 
pose of arriving at a settlement without a trial. Should 
uch a settlement be reached, the Court will enter a deci- 
ion in accordance with the terms of the agreement and a 
hearing will be unnecessary. 

At the hearing, the petitioner’s counsel must not only 
tablish a case, in order to win a decision; he must 
wercome the opposing case. The reason for this is that 
the findings in the deficiency determination of the Com- 
missioner of Internal Revenue are considered as correct 
unless proven otherwise. The burden of proof is on the 
Petitioner. 

If the taxpayer or the Commissioner is dissatisfied with 








the decision of the Court, an appeal can be requested. 
The appeal may be taken to the U. S: Circuit Court of 
Appeals or to the U. S. Court of Appeals for the District 
% Columbia. Appeal after this would be to the U. S. 
ke 


Supreme Court. 





. publication as The Crepir Wor tp. 





“At the Luncheon meeting of this club held recently, the 
following resolution was passed unanimously, which we feel 


will be of interest to you: ‘All members now having had an 
opportunity of perusing the copy of the March Creprr Wor.tp 
dedicated so graciously by your organization to New Zealand, 
members present resolved that a letter of appreciation should 
be sent to your Association expressing the Club’s gratitude for 
the wonderful publicity given to New Zealand through your 
good graces.’ May we also convey our thanks for this truly 
cooperative effort between your organization and ours.”—J. E. 
Beachen, President, Auckland Creditmen’s Club, Auckland, New 
Zealand. 
=) 


“It was quite a thrill to receive the notice of my 
enrollment in the Quarter Century Club. I shall prize 
the membership button and wear it with pride. With 
forty-one years in credit work I am looking forward 
to wearing a fifty year gold button.”—Frank D. 
Springer, Credit Department, J. W. Robinson Co., 
Los Angeles, Calif. 

“I wish to take this opportunity to express the sincere appre- 
ciation and thanks of the Victorian Institute of Creditmen 
for the courtesies you have been good enough to extend us in 
the past and hope and trust that the happy association will 
continue for many years to come.”—T. M. Kennedy, Hon. 
Registrar, Victorian Institute of Creditmen, Melbourne, Aus- 


tralia. 
=<) 

“I want to assure you the compliment bestowed in 
enrolling me as a member of the Quarter Century 
Club is sincerely appreciated. I shall wear the beauti- 
ful button with pride—on my Sunday suit.”—T. L. 
Loughridge, Seawall Specialty Co., Houston, Texas. 

=<) 

“We wish to compliment you on publishing such a fine 
We never miss an issue, 
and have found it interesting and educational. It is read in this 
office religiously from cover to cover. We find the answers 
to many of our credit problems in the periodical and look 
forward to receiving it each month.”—C, R. Peterson, Credit 
Manager, Levy Bros. Department Stores, San Mateo, Calif. 

><) 

“We appreciate the fine articles that have appeared 
in The CREDIT WORLD during the past year, and 
naturally, hope that your future articles on credit will 
be as good, if not better than those in the past.”—H. 
Spall, Credit Manager, F. A. Buttrey Co., Kalispell, 
Mont. 

4) 


“Over a year ago we ran a double page ad in The Crepit 
Wor-p on our collection idea called The Good Will Collector. 
We have succeeded in selling many books of these forms and 
mail orders still refer to these ads. As a result, we received 
orders from your members in over 30 States and Canada.” 
—L. M. Barker, The Good Will Collector System, Wichita 
Falls, Texas. 

e& 


“I wish to take this opportunity to thank you for 
your active cooperation in helping to bring before 
the public the opportunities offered by The City 
College of New York training program.”—J. C. Beal, 
Public Relations Director, The City College of New 
York, New York, N. Y. 

=) 

“You are deserving a great deal of commendation for the 
up-to-date appearance of The Crepir Wortp and have suc- 
ceeded in dressing it up so as to make it an attractive publica- 
tion. The subject matter is vastly better, and, no doubt, you 
have spent a great deal of time revamping many of the 
articles. It is a difficult problem to devise a publication that 
would appeal to the range of membership such as we have, 
however, anyone granting credit should be vitally interested 
in the material presented in The Creptr Wor-p each month.” 
—Frederick W. Walter, Credit Manager, The Bailey Co., 
Cleveland, Ohio. 
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Sioux City. la 
Spokane Wash 
Springfield Mass 
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Washington DC 
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Youngstown, Ohio 
Ottawa 

Vancouver B 
Victoria. B C 
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@® November figures; received too late for January CREDIT WORLD. 


INSTALMENT ACCOUNTS outstanding at department 
stores increased somewhat more than the usual amount in 
November, and were about four-fifths higher than a year 
earlier. Collections on instalment accounts were up 4 per 
cent over the October volume, but the collection ratio of 
30 per cent was one point less than in the preceding month. 
At the prevailing rate of repayment instalment accounts 
would be outstanding, on the average, nearly six months. 
Charge accounts receivable showed about the customary 
gain in November, and exceeded the year-ago level by 16 
per cent. Although collections on charge accounts were in 


larger volume than in October, the ratio of collections # 
accounts outstanding on November 1 declined two points 
to 55 per cent. The average collection period for chargé 
accounts outstanding in November was about 55 days. Cash 
and charge-account sales showed about the usual substantial 
increase from October to November, while the expansion i2 
instalment sales was more marked. Cash sales, agail, 
amounting to a little more than half of the total sales, were 
4 per cent below the volume of November 1946. The year-t& 
year gain in charge account sales was 9 per cent.—Federal 
Reserve Board. 


(a RE A A RR RE RR TT TT A RR TC 


26 CREDIT WORLD 


FEBRUARY 1948 









































































































































BR « } 
CONSUMER CREDIT outstanding increased 5 per CONSUMER INSTALMENT SALE CREDIT, 
cent, or more than 615 million dollars, during Novem- ers v-poteomenrenpearind agp al a FE 
° eane ° stimated amoun outstanding. n millions o oliars 
ber to an estimated total of 12,668 millions. Approxi- ———- 
mately three-fourths of the increase was attributable TOTAL | MENT HOUSE- aie 
> a 4 END OF EXCLUD-| STORES FURNI- HOLD JEW- 
to a seasonal gain in charge accounts receivable and MONTH ING AND TURE | APPLi-| ELRy | OTHER 
° ° ° ° OR YEAR AUTO- MAIL- STORES ANCE STORES 
a substantial rise in the amount of instalment sale MOTIVE| ORDER STORES STORES 
credit outstanding. Instalment loans outstanding in- aS Ta ai 59 = a 
creased about 2.5 per cent during November, and 1,012 254 301 130 7 160 
. . wt 
amounted to 3,163 millions at the month-end. On 
: Pe a 515 138 237 15 44 81 
November 30 these loans were 38 per cent greater oa. ae vt 380 3 70 128 
than a year earlier. Charge-account indebtedness, P 1945 os - a 
; 3 ; heh ee 3 : 7 11 49 
which usually shows some expansion in November, —————-| os | a 383 14 74 107 
rose 9 per cent in November and continued about gen ea _ on - - _ 
16 per cent larger than on November 30, 1946. December__-| 1,015 338 366 28 123 160 
1947 
Februsy| oe | 338 | 30 | 30 | Jor | pe 
. . + epruary~.— “ 
Ratio of Collections to Accounts Receivable’ March... | 1,004 358 354 29 105 158 
CHARGE May Sica: ine 20 382 32 i13 135 
ee 112 382 sy 
INSTALMENT ACCOUNTS ACCOUNTS ——— 1.156 423 395 a 119 182 
E Sane "170 4 398 20 
MONTH | pepart- | FrurNi- | soup ap- DEPART- i... 1202 | 440 408 41 124 189 
MENT TURE | pLiaNcy | JEWELRY) MENT September-__.| 1,253 462 423 43 128 197 
STORES | STORES | stores | STORES | STORES October____- 1,323 495 443 46 131 2u8 
1941 November__.} 1,462 560 474 49 149 230 
ea, ad as = 23 6 DEPARTMENT STORE SALES BY TYPE 
> AS 22 14 13 22 56 (Percentage of total sales) 
December__— 31 18 15 30 65 eee 
1943 Yr N CASH SALEs | INSTALMENT) accouNT 
A 29 21 21 33 62 RAR AND MONTH | CASH SALES ott 
oh 35 22 22 55 63 are anua ry Kebuihinigianinibe 49 * 
Co 53 € 
a = 2 = 4 es 1942—June 56 39 
December--_-. 36 23 39 49 61 —,.._. 61 5 34 
kal I BL Sie Dei ET? oa Ubi gaan ; 
te 32 23 43 33 64 1943—June--———-__------ 60 4 ry 
December---| 36 24 48 46 61 ~ensemneen 65 . we 
1946 1944—June___......____- 63 3 34 
June________. 33 26 55 32 60 December————-—--- 64 : = 
December-___ 35 26 47 44 54 a ee 63 3 34 
1947 December________- 64 4 2 
January____- 29 23 47 26 52 1946—June____.-________ 59 4 37 
Pebruary___- 28 3 br e 51 ~~ * yawns 37 5 38 
ineeoned 32 - 4 - 56 1947—January__________. 57 6 37 
a 29 23 44 25 54 pepreary ‘iF aT 56 6 38 
omeuypiguess 29 24 44 26 56 7 elt aS 55 6 39 
ae 28 23 46 24 54 | See ee A 55 6 39 
RE 28 22 41 23 583 a A NTR, 55 6 39 
August______ 28 22 39 23 51 7 iia aan patente 55 6 29 
September___ 31 24 39 25 53 Pe ihoratiinsndasances 57 6 37 
October ——n 31 23 40 23 57 pil SER ™t 6 38 
November___ 30 23 39 25 55 September__._..... 54 6 | 40 
Ratio of collections during month to accounts receivable at REE 58 7 40 
beginning of month. November..__.......... i. ‘ er 
TOTAL CONSUMER CREDIT, BY MAJOR PARTS 
(Estimated amounts outstanding. In millions of dollars] 
— a: eee > ba ee as 
aeues, eowat. -_* INSTALMENT CREDIT |  ginctz- dah 
Aneta CONSUMER | INSTALMENT SALES CREDIT . PAYMENT | AcooUNTS | CREDIT 
CREDIT CREDIT TOTAL | AUTOMOTIVE| OTHER LOANS =| “LOANS | 
9,899 5,924 3.744 1,942 | 1,802 2,180 1.001 | 1.704 610 
6,485 2.955 1.491 482 | 1,009 1,464 1,369 1.513 648 
5,338 1,961 814 175 | 639 1,147 1,192 1498 687 
4,988 1,857 742 169 573 1,115 1,145 1,294 692 
5,168 1,840 706 192 | 514 1,134 1,242 1,370 716 
5,486 1,972 T1T 192 585 1,195 1,246 1.534 734 
5,697 1,987 719 188 | 531 1,268 1,420 1,544 746 
ansion 12 § January______. 6,505 2,363 877 235 | 642 1,486 1,659 1,701 782 
e, age, B me---------- 7,762 2,908 1,035 336 699 1,873 1,697 2,327 830 
‘les, were j 1947 
re fanuary______ 9,783 4,061 1,566 581 985 | 2,495 2,089 2,764 869 
e year February____- 9,728 4,172 1,609 631 978 2'563 5'080 2'602 874 
—Federal March______ 10,216 4,329 1,691 691 1,004 2,634 2,243 2,768 876 
aint 10,407 4,537 1.813 753 1,060 2°724 2:215 2.782 873 
May-_ Be Me 10,723 4.733 1.922 810 1.112 2.811 2.255 2.835 900 
SI 10.992 4.918 9°035 sso. | 1,155 2'883 2°971 2.887 
——— F ity 11,055 5.045 3°02 922 1170 2'953 2.301 2'786 N23 
August______ 11,431 5,178 2,167 1,202 3.011 2.578 2.755 920 
September____ 11,677 5,286 2,257 1,004 1,253 | 3,029 2,606 2 864 921 
yoober nes 12,052 5,453 2,370 1,047 1,323 3,083 2,646 3, 035 918 
aovember__ iil 12,668 5.724 2,501 1,099 1.462 1.183 2.718 3,310 916 























| 








CREDIT WORLD 


FEBRUARY 1948 





\ Ghanting Credit in Canada ) 


C. B. FLEMINGTON. . Canadian Correspondent 





Collecting by Forms 


C. A. HINES, Credit and Office Manager, Belle Ewart Ice & Fuel Ltd., Toronto, Ontario, Can. 


OLLECTING by forms is a subject which merits 
C our attention as the use of printed forms and notices 
in the collection of accounts has become an important part 
of the Collection Department procedure both in large 
business establishments and the smaller concern. The 
use of notices is an inexpensive method of advising the 
customer that payments have not been made in accord- 
ance with terms. Collection notices are speedy and 
efficient and are less expensive than collection letters and 
in most cases prove just as effective. The printed form 
is an impersonal reminder and does not give the customer 
the feeling of being singled out for special attention. 

One efficient and inexpensive method of reminders is 
the three part or five part billing notice. This notice is 
typed at one time and carbon copies of the different 
notices filed in a follow-up system until needed. These 
notices are usually printed on white, pink, blue, green 
or buff stock so that each notice comes to the customer 
with a greater impact and not just a repetition of some- 
thing they have seen before. These notices may be 
printed on 3 x 5 stock which fits into a window envelope. 

In this series of follow-up forms, the first notice is the 
monthly bill, and in many cases this is all that is required. 
If, however, after ten days, the account has not been paid, 
the second notice is sent, followed by the others at inter- 
vals, according to the procedure adopted by each organiza- 
tion. Copy four or five may be given to clerks for tele- 
phone follow-up or by personal call. 

The use of printed forms is of great value to many 
large mail-order organizations who depend entirely upon 
the mail for not only the collection of accounts but also 
for credit investigation, adjustments, and the entire 
handling of the account, as a great many of their cus- 
tomers cannot even be reached by telephone, let alone 
contacted personally. 

Another system is that used by a number of the larger 
retail stores in both charge and installment offices. Some 
departmental stores are now using a Budget Payment 
Book which outlines the payments due according to con- 
tract and no monthly bills are sent to customers. Their 
collection follow-up is somewhat different from the firms 
who send out a monthly bill. Payments on budget ac- 
counts are expected on due date and if not paid the 
collection system is geared up to react more quickly. 
Accounts are checked over about three or four times a 
month. The checker places colored markers into the 
trays showing which type of collection notice is to be sent 
out. Account trays are then given to typists who go 
through and make out the necessary notices. 

The first notice is a mild reminder to the customer, 
showing the amount owing and that account is overdue 
and should make a gentle request for payment. Reference 


may be made to the fact that it may have been an over- 
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sight on the part of the customer. This notice is sent out 
within five days of payment falling due on installment 
accounts and on charge accounts from five to ten days of 
account becoming due. 

The second notice, sent out ten days later, goes to 
customers who do not respond to first notice. It should 
be written in a courteous and mild tone because there may 
be some valid reason for not paying the account. Dissatis- 
faction with the goods, adjustment being necessary, a 
mistake in the account, unemployment or sickness, may 
be reasons for nonpayment. 

The second reminder should strive to get a response 
in order to ascertain the reason that customer is not pay- 
ing. Thus the credit manager will be able to remedy the 
difficulty or to make any allowance or adjustment. 

The third notice, sent out ten or twelve days after the 
second notice, is sent to customers who do not respond to 
first and second notices. Up to this point two notices 
have already been sent, one reminding them of the pay- 
ment due and the second requesting a response. The third 
notice would be somewhat more lengthy than the other 
notices, repeating the features of the previous notices and 
also insisting upon payment, for it is becoming evident that 
the customer cannot or will not pay. This notice should 
be sent out ten or twelve days after the second notice. 

Customers failing to respond to any of the previous 
notices should be sent a fourth notice. This notice may 
also be used by the collection department for telephone 
check-up or personal call. The fourth notice should point 
out to the customer that due to his failure to take care 
of the payment the store will be left with no other 
course than to place the account in the hands of the collec- 
tion department for personal follow-up or place it with 
the credit bureau for collection, unless account is paid 
within the number of days from date of notice before 
action is to be taken. This notice should be sent out ten 
or fifteen days after the third notice. 

When payment is made on account, in reply to any of 
the above notices, and it is found to be less than amount 
due, a part payment notice is sent acknowledging the 
amount received and pointing out that this amount is not 
sufficient to cover payment due. The wording of this 
notice is mild and may refer to the possibility of an over 
sight on the part of the customer or a misunderstanding 
of the terms and a request that the balance owing be sent 
by return mail. This part payment notice is found of 
value in the bringing intallment accounts up-to-date. 

There is some difference of opinion among the larget 
organizations regarding the closeness of follow-up between 
charge accounts and installment sales. Some firms believt 

in a more liberal policy on charge accounts. Others be 
lieve that as the notices are so mild, follow-up of charg 
accounts should be very close, as a customer with a 
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werdue account is unable to buy and early mailing of 
notices tends to keep customers’ accounts in an open-to- 
buy condition. There is also some variation in the matter 
of the number of days allowed to elapse between sending 
of notices but this matter is dependent upon the firm’s 
credit policy and should be adjusted to suit the needs of 
each individual business. 

Another good system of collecting by forms is recom- 
mended by a large coal producer for use on monthly coal 
acounts. The first step in this collection procedure is to 
end out a statement of accuracy. This is a printed form 
which states that the firm is about to complete an audit 
of their books and desire to obtain verification of their 
acounts. The amount owing is stated and a verifica- 
tion is requested by customer signing and returning the 
statement. 

This statement of correctness has a threefold purpose: 


|. Although not a request for payment it brings to cus- 

tomer’s mind that someone is checking their account. 

Past experience has shown that many persons enclose 

a cheque with the verification or give reasons for the 

delinquency of account. 

). Should the account be incorrect it will afford an op- 
portunity to make settlement or collect an account 
that is unpaid because of a real or fancied grievance. 

. Should all other methods fail in collection and you 
are forced to legal action, a signed statement will 
forestall any denial of iridebtedness. 

This form may be sent to all customers but it is better 

to confine it to accounts more than thirty days past due. 

The accounts that do not make payment, or do not 

return the verification form should then be sent the first 

of the envelope series. This system of forms is somewhat 
higher in cost than the printed form sent out in window 
envelopes, but is considered very effective. The outside 
of envelope is printed “Business Reply Envelope,” with 
dealer’s name and address and postage paid imprint. On 
the back.of the envelope and under an extra large flap 
s the following wording: 
REGARDING CHEQUES 


Our books show you owe us a balance of $__-------- 
Please use this envelope to send us a cheque. If you 
can’t do it now, just check (V) below: 

Enclosed is a partial payment ( ) 

Can’t do it right now, will surely .remit-_-------- ( ) 
Would like to talk this over with you ( ) 


~ 


This form has a date line, and name and address line 
m which is typed the customer’s name and address which 
hows through a window envelope when folded back. 
The return of this envelope will either close the account, 
duce it or indicate that account needs further attention. 

In ten days, if no results are obtained, a second en- 
elope is mailed. The heading is: 

REGARDING PREVIOUS REQUEST FOR PAYMENT 

CREDIT NOT ABUSED IS SELDOM REFUSED 


Se eee ee we sent you a special payment re- 
quest envelope. We've had no reply. Whiie our first 
interest is to collect our accounts, we also want to help 
you safeguard your credit. Please use this envelope, 
RI at once. Thanks. Balance Due 
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The copy of this piece is more direct and pertinent. 
Experience has shown that a good many of the accounts 
vill either phone, write or call in person. The majority 
thone to explain why the account has not been paid. 

Customers answering this mailing should be encour- 
ed to come in and talk over their problem and it will 










be usually found that the amount of indebtedness cannot 
be paid at one time. They should then be sold on book- 
let payment plan. 

THIRD AND FINAL REQUEST FOR PAY- 
MENT, is heading on third envelope mailing and is 
worded as follows: “We have mailed you TWO Payment 
Requests of this type. Both were intended as courteous 
requests, but you apparently have chosen to ignore them. 
This compels us to take more drastic measures and we 
advise you now that, if we do not hear from you within 
ten days, we will take legal action to collect the balance 
~ , Se due us. Avoid this unnecessary additional 
expense and communicate with us at once.” 

This notice usually brings in those hard-to-make col- 
lections as most customers do not want legal action, and 
will usually scrape up the money to pay. Following this 
notice a telephone call is made before giving account to 
lawyer or credit bureau for collection. 

The payment booklet has many uses for collecting 
past-due accounts, budget payments and prepayment of 
future shipments. Personal contact with customers is 
necessary on past-due accounts. The customer is asked 
to elect how much he can pay weekly and this is entered 
in booklet. Payments made are recorded and balance 
shown. A self-addressed stamped envelope is left with 
booklet and customer is encouraged to send in the weekly 
amount through the mail. Slow pay customers, can have 
their accounts closed faster if sold on the booklet pay- 
ment plan. It is quite easy to have customers accept this 
plan when they are in need of coal and endeavouring 
to make a purchase. 

If you would avoid the troubles which accompany the 
tendency to permit your accounts receivable to grow too 


.old or too large, take the following steps: 


. Age the accounts 

. Verify the accounts 

. Send out the series of collection envelopes 

. Follow through to Legal Action 

. Use the booklet collection system to the fullest 

. Keep a simple follow up file. wiek 


CREDIT WORLD 7iles 


WE NOW HAVE available a handy, attrac- 
tive cardboard file container resembling 
buckram in which you may conveniently 
store your copies of The CREDIT WORLD. 
Each file will hold 24 issues (2 years) and 
may be kept on your desk or in your book- 
case for ready reference. The title is clearly 
printed on the backbone of the file in pleas- 
ing blue ink. Year labels from 1941 through 
1950 furnished with each file. A reader’s 
index of selected articles is printed on the 
back for your convenience. 


When you have this neat container at your 
finger tips you needn’t fumble for your copy 
of last May—it will be there in the holder 
with all the other current copies. 


ONLY @5e EACH 
NATIONAL RETAIL CREDIT ASSOCIATION 


Shell Building St. Louis 3, Mo. 
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YOUR ATTENT 
the prices charged for merchandise and service. 
article I would like to high light one service charge in 
which every credit granter should be vitally interested 
—your credit bureau’s charges. Of all the 1,413 credit 
bureaus in North America, half are privately owned; 


TION has recently been focused on 


In this 


the other half are merchant-owned. Actually, however, 
the credit granters own and control every credit bureau. 
Credit granters furnish the “product” by supplying in- 
formation and trade experience. They control the 
“purse” by paying for credit bureau service. 

Alert credit granters are now becoming awakened to 
the need for really good credit bureau service. During 
the last few months, the Associated Credit Bureaus of 
America has received several inquiries from communities 
interested in securing a new bureau manager or in re- 
vising existing rate structures. Merchants’ groups are 
frequently surprised to find there is a shortage of ex- 
perienced, capable credit bureau managers interested 
‘changing location. The reason for this shortage is sim- 
ple. Credit Bureau managers during the past few years 
have not received increases in salary comparable to those 
granted in other lines. As a result, many capable credit 
bureau managers have left the field to seek opportunities 
in other employment. Low’ salaries in the credit bureau 
field have also made it difficult to attract capable young 
people into credit bureau work as their permanent liveli- 
hood. , 

The reason for the low salaries of credit bureau man- 
agers is poor bureau financing. I would like to discuss 
bureau finances with you because it vitally affects your 
own business. During the next few years, credit grant- 
ers are going to need credit bureaus more than ever be- 
fore. Recent interpretations of the Sherman Anti-Trust 
Law, we believe, prevent any city setting up a 
plan of community credit control. The only safe way, 
therefore, for you to establish some type of credit con- 
trol is through the consistent use of your local credit 
bureau. Most of you stress the fact to your customers 
that they get just what they pay for in buying mer- 
chandise. ‘That is certainly true of credit bureau service. 
Your bureau manager must have sufficient funds at his 
disposal to modernize his bureau so that he can give 
1948-type service. He must be paid a salary adequate 
to insure his interest and to keep him “on the job.” 


from 


The Gacibt Round Table 


A page devoted to improving the pa cooperative re- 
lationship between members of the National Retail Credit 
Association and the Associated Credit Bureaus of America. 


HAROLD A. WALLACE 


Speaking of Prices 





To do more business profitably, and to help 
locate “lost customers,” always take a com- 
plete credit application from all new accounts 


and check these through your Credit Bureau. 
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Funds should be available to enable him to attend state, 
district, and national conventions so your bureau can 
have the benefit of new ideas gained through contacts 
with outstanding bureau managers. 

While it is true that many bureaus have adjusted their 
rates during the last year, some of them are still woefully 
inadequate. There are many instances in which bureaus 
operate as a department of the Chamber of Commerce, 
Frequently a large number of credit granters “ride free” 
on other members’ dues because Chamber of Commerce 
and Credit Bureau budgets have not been sharply sepa- 
rated. Remember, it is not the credit bureau manager 
who carries these “free riders,” but those credit bureau 
members who pay their full share of the bureau’s operat- 
ing expenses. These statements are not to be interpreted 
as critical of Chamber of Commerce bureaus. They 
are made simply to suggest that your credit bureau rate 
structure should be analyzed carefully since your bureau 
is now more important in your success than ever before. 

Occasionally an organization which uses credit bureau 
service nationally suggests that a uniform rate should be 
established for credit reports all over the country. This 
is not a practical solution for obvious reasons. Local sit- 
uations and methods of operation differ in almost every 
case. Employment conditions, general operating costs, 
and many other factors must be taken into consideration. 
Credit granters in some communities, for example, art 
generally satisfied with oral reports; others want written 
service in most cases. In some communities the credit 
bureau is the focal point for all types of investigations, 
including business reports, commercial reports, personnel 
investigations, cooperative merchants’ activities, etc. In 
these cases, the cost of credit bureau service can be divided 
according to these sources of revenue. 

Remember, your credit bureau is unique in that it is an 
organization operated in the interest of local credit grant 
ers. It is a service istitution which you control. Few 
credit bureaus could operate long without the priceless 
leadership they obtain from credit granters and top mat 
agement in each locality. If your credit bureau is to bt 
of maximum service to you, you must not shirk your ft 
sponsibilities. Do not overlook the fact.that it is wise t 
examine periodically your credit bureau rate structufe 
Check with the manager on improvements. Make suf 
your credit bureau is in a position to furnish the type 
information to which you are entitled. Your local credit 
bureau manager will welcome the opportunity to discus 
the subject of credit bureau rates with you. It is a sub 
ject that should be taken care of now—not when @# 
emergency arises. After all, the credit bureau, regatt 
less of whose name appears on the letterhead, is a pA 





ness you own. 
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A NATIONAL RETAIL Merchants’ Day is being 
planned by the National Association of Retail Secretaries to 
acquaint the public better with their services to consumers. 
xk 
CHRISTMAS AND NEW YEAR bonuses paid by 
banks, corporations and business houses were much fatter 
this year. Several estimates put the total at or above one 
billion dollars. 
xk 


THE ENDING OF Regulation W was evidently tended 
to increase credit selling in some cities, a survey shows. 
Where no significant change was found, it was pointed 
out that the start of the Christmas season so soon after 
the regulation ended may have obscured the trend. 

2 = 

CONSUMER INSTALMENT LOANS outstanding at 
the principal cash-lending institutions increased 65 million 
dollars during November, bringing the total to 2,527 mil- 
lions by the month-end. The amount of loans outstanding 
was roughly 36 per cent above the level of a year earlier. 

kkk 

BUSINESSMEN AND ASSOCIATIONS opposing the 
return of federal controls of consumer credit feel their case 
has been strengthened by the Federal Reserve Board’s 
figures for November. The total rise was 5 per cent, 
which is held to be no more than seasonal. The total 
outstanding, $12,668,000,000 is a little more than 6 per cent 
of the annual national income, whereas before the war, the 
average was 10 per cent. 

x**k 
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it bureau} INSTALMENT ACCOUNTS outstanding at furniture 
hould be § stores showed slightly more than the customary increase in 
y. This November, and at the end of the month were two-fifths 
: anil sit- tbove the level of a year ago. Household appliance store 


acounts outstanding continued to rise, while at jewelry 
stores the growth in accounts receivable was somewhat 
more than is usual during November. The amount out- 
standing at both types of outlets was considerably larger 
than on the corresponding date last year. 
- 

INDEBTEDNESS OF STATE and local governments 
increased by $900 million to $16.8 billion in the fiscal year 
of 1947, according to the Census Bureau. This increase 
dfiset in part a federal debt decrease of $11.1 billion. 
Federal, state and local debt on June 30, 1947, totaled 
$275.1 billion, a $10.2 billion decrease from the previous 
year. 
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a 
THE NOVEMBER COLLECTION ratio on instalment 
«ounts of furniture stores was unchanged at 23 per cent 
during November, but in household appliance stores the 
tio dropped one point to 39 per cent. Increased collec- 
tons at jewelry stores resulted in a collection ratio of 
% per cent; during October it was 23 per cent. 
7 kkk 
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top man §. THE MOST IMPORTANT function of the credit office 
‘s to beg utetail stores is the promotion of new business and good 
ue wil, Hugh L. Reagan, President, National Retail Credit 
k your ft jation, told credit executives of Atlanta retailers 
is wise tog ently. Mr. Reagan was guest speaker at a joint dinner 
tyre 4 Mtting of the Atlanta Retail Credit Association and the 
structur® B Atlanta Credit Women’s Breakfast Club. 
Make sure x** 
he type? FURNITURE STORE SALES rose 7 per cent in 
ocal credit November. This increase reflected a larger expansion in 
ie mMtalment sales than is customary from October to No- 
to discus r and a contraseasonal rise in sales on charge account. 
it is a su sales, which ordinarily increase moderately in No- 
when af vember, showed little change from the preceding month “ 
} td were 12 per cent below the year-ago volume. Both 
wu, regare of credit sales, however, were substantially above 
_ is a busrg§™ level of November last year. 
ant 









BUILDING PERMIT valuations for 215 cities for the 
twelve months of 1947 reached the highest level since 
1928, totalling $3,086,202,148, according to Dun & Brad- 
street. This compared with $2,556,380,217 for the calendar 
year 1946 and $1,258,020,626 for the year 1945. New York 
City permits for 1947 amounted to $431,469,938, a gain of 
25.0 per cent over the previous year. The 214 outside 
cities furnished a total of $2,654,732,210, for a rise of 
20.1 per cent. 
xx** 


HERE IS AN important ruling on the treatment of bad 
debts. The taxpayer may wait until the debt becomes 
entirely worthless before claiming the bad debt deduction. 
The Tax Court has ruled that taxpayer need not deduct 
partial worthlessness of a debt in each year as it develops, 
but wait until final results are ascertained. 


zkkk 
THE BUREAU OF LABOR Statistics reports the cost 
of living index rose to a new high in September—12.3 per 
cent higher than a year ago, and 22.9 per cent above June, 
1946. The cost of living index in September stood at 
66.1 per cent above the pre-war August, 1939, level. 


xkkk 
GOVERNMENT HAS ordered business to preserve for 
another two years all records relating to goods and services 
controlled by the former O.P.A. Department of Justice 
said action was necessary to enable it to proceed with 
prosecution of suits transferred to it when the O.P.A. 
was discontinued. 
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“. .. packed from cover to cover with sources of brilliant ideas and 
practical suggestions on how to use letters effectively . . . to cement 
customer friendships . . ."" — The Credit World. 


How to write 
GOODWILL LETTERS 
that Build Business 





By W. H. Butterfield 


This book belongs on the desk of Educational Director, 
every businessman who wants to de- ational Retail Credit 
velop skill in writing the kind of human, hamietion 


heart-warming letters that cement last- 
ing business relationships and build real 
goodwill for the firm. 

Three hundred outstanding examples 
of letters that have been tested in ac- 
tual practice by leading organizations 
in every important industry serve to 
illustrate the basic techniques of writ- 
ing goodwill letters that put across your 
message forcefully. The various types 
of goodwill letters are skillfully ana- ‘a ion at & 
lyzed. You learn what makes them Hold 
click. You see how you can adapt them e Letters to Inactive 
for your own needs. Patrons 

All letters are classified and Eo . oy 4 - Prospec- 
for instant reference. You will find ry . oe P 
here scores of excellent ideas that you * Writers of Goodwill 
- readily put to use in your own Letters 

usiness, 





Partial Contents 


¢ Goodwill 
© The Goodwill Letter 
as a Business Builder 


eHow to Make the 
Goodwill Letter Click 


e Letters to Established 
Patrons 











Mail the coupon to receive this 302-page book. Price $4.00 


National Retail Credit Association, Shell Bidg., St. Louis 3, Mo. 


Please send Butterfield’s “Goodwill Letters that Build Business.” 
My check for $4.00 is enclosed. 
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Retail Credit Survey 


HE FEDERAL RESERVE System is now conducting its annual 

Retail Credit Survey. This survey will provide data on the credit 
operations of retailers in 1947, a year in which credit has again become 
an important factor in retailing. Report forms are being distributed 
by the twelve Federal Reserve Banks. 


The success of the Retail Credit Survey has been largely due to 
the excellent cooperation of individual stores in providing information 
on their operations. Nearly 6,500 retailers participated in last year’s 
Survey. With the encouraging support which has already been 
received from the National Retail Credit Association and other credit 
groups, we hope to have the widest coverage for any year to date. 


The report forms for the 1947 Survey have been simplified and the 
data requested are all readily available from the operating records 
customarily maintained by retail stores. An important innovation in 
this year’s schedule is the fact that, at the suggestion of operating 
executives in the retail trades, an effort is being made to determine the 
net losses from bad debts incurred during the year. Other items to be 
reported include the volume of cash, charge-account, and instalment 
sales made during the year; the amount outstanding on charge and 
instalment accounts at the end of the year; and an indication of year- 
end inventories. 


The Survey will cover nine kinds of retail business. Specifically, 
these include: (1) automobile dealers, (2) automobile tire and acces- 
sory stores, (3) department stores, (4) furniture stores, (5) hardware 
stores, (6) household appliance stores, (7) jewelry stores, (8) men’s 
clothing stores, and (9) women’s apparel stores. Every retailer trans- 
acting some business on credit in one of the fields listed above is 
eligible and welcome to participate. Every report received will be 
treated as confidential information. If copies of the report form have 
not been received, they may be obtained from the Federal Reserve 
Banks in the district in which the retailer is located. 


Bounar Brown 


ASSISTANT DIRECTOR 

DIVISION OF RESEARCH AND STATISTICS 
BOARD OF GOVERNORS OF THE 
FEDERAL RESERVE SYSTEM 
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